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xABSTRACT
This thesis examined how members of four separate workplace communities learn to
deal with changes and new situations in the workplace. The thesis seeks to develop
further insight into the influences that affect how people learn to handle change and
transfer learning to new situations within workplace communities and what can be
done to help individuals in those communities to learn how to deal better with new
situations and change within their workplaces.  The thesis has used interpretive,
qualitative, case-study research techniques to probe and describe what appears to
influence the way individuals in the workplace communities learn to respond to new
situations and changes in the workplace and suggest the implications of these
findings for educators and trainers.  Fieldwork was carried out over a period of
fourteen months in four workplaces.  Central to the methodology used was the use of
the ‘critical incident technique’.  This technique involved collecting qualitative data
by focusing on critical change incidents within the experience of the participants and
then analysing and interpreting the incident reports.
The thesis found significant variation in the ability and willingness of members of
the workplace communities to learn to deal with change and to use their previous
formal and informal learning to cope with new situations.  The research shows that
this ability and willingness to learn is modulated by: (1) their base of existing
knowledge and skills and how they apply them when dealing with change; (2) the
extent of their people skills and the way they use them for networking, learning,
collaborating and sourcing information when learning to deal with change; (3) the
way they manage their attitudes and emotions when learning to deal with change,
cultivating positive attitudes and countering negative attitudes; and (4) the degree to
which they use learning schemas or strategies for dealing with new situations and
change.  The learning schemas and strategies consistently used by persons in the case
studies are described.  The thesis develops a theory that persons best able to deal
with change in the workplace appear to use a combination of instrumental,
collaborative and reflective ways of knowing and learning.
A key finding of the thesis is the negative way in which tacit perceptions of societal
norms related to ‘independence and individual merit’ appeared to influence
participants' approaches to learning to deal with change.  Participants seen as having
xi
most difficulty in reported themselves as valuing independence and self-sufficiency,
deliberately shunning help and support from others.  This appeared to be a projection
of dispositional knowledge learned through education and other societal institutions
that individual, unaided effort and achievement is valued more than collaborative
activities. Another finding is that learning through formal education and training is
perceived as only one of many ways by which people build up their proficiency in
dealing with change and novel situations.  Learning through experience and from
others at work was regarded by most participants highly relevant for dealing with
change and is an important complement to that achieved through formal means.  The
thesis suggests that ways in which improvements could be made in the way
education and training prepares people to handle change situations in the workplace.
The thesis provides recommendations for action that can be taken by educators and
workplace supervisors to improve the help they give to students and workers to
better enable them to learn how deal with change in their vocational lives.
1CHAPTER  ONE
INTRODUCTION AND OVERVIEW OF THE RESEARCH PROBLEM
1.1 Introduction
In this thesis, I have endeavoured to explore how people in a number of workplace
communities learn to handle changes and new situations in their workplaces.  I have
sought to interpret the influences on people as they learn to deal with a range of
typical changes in their workplaces.  I believe that the multiplicity and complexity of
these influences defy easy description through empirical models and simple causal
relationships.  Instead, I suggest that a more holistic approach1 is required based on
interpretations of the day-to-day influences on how people both learn how to deal
with change and apply their learned skills and knowledge to practical change
situations.  This appears to be supported by the research carried out.
Some of the influences appear to be internal to the people concerned (e.g. technical
expertise and knowledge, cognitive and metacognitive orientations, personal
disposition and motivation, perceptions of personal control, personal health, etc.).
Some appear to be external (e.g. workplace culture, power structures, policies, peer
relationships, access to resources and information, etc.).  The internal and external
influences seem not to be mutually exclusive, with internal influences seemingly
affected to some extent by external influences, and vice versa.
The research addressed in this thesis used interpretive quantitative case study
methods to identify and interpret both the internal and external influences on how
people in a number of workplaces learn to deal with change and new situations.
Using a range of triangulated information gathering techniques, I carried out
fieldwork over a period of 18 months within four separate workplace communities.
Based on these interpretations, ways in which people might be helped to learn to
better deal with change in the workplace have been inferred.
1 By a 'holistic approach', I mean a methodology that is not limited to gathering data within a
particular theoretical framework but seeks to capture and interpret a sufficient breadth of
information to enable a relatively unrestricted exploration of influences on how people learn to
deal with change in the workplace, as well as how these influences may operate together
interactively.  In this study, this meant using interpretive qualitative methods that were not focused
on a particular theoretical paradigm such as cognitive aspects of learning, situated learning, social
context of learning, change management, organisational learning, etc. but remained open to the
directions along which the interpretations of case study data may lead the research.
2Potential issues and barriers to this learning have been identified and suggestions
made for how these could be dealt with by managers, educators and the workers
themselves.  A holistic approach was adopted both to the collection of the data and
its interpretation and analysis.  This is described more fully in the later chapters of
the thesis.
1.2 The growing importance of learning to deal with change
I believe that preparing people to deal with change in their future workplaces is one
of the most significant challenges facing educators and trainers in the new
millennium.  Organisations of all types, both large and small, and their associated
workplace communities are operating in increasingly competitive environments
requiring higher levels of productivity and service both for survival and the
continued employment of their workforces.  Diverse new technologies are appearing
with shorter and shorter cycles of redundancy.  Each new development often has
pervasive ripple effects on organisational structures and on the propositional and
procedural knowledge and practical skills required by workers.  It appears to me that
some of the most significant impacts are flowing from, and will increasingly be
generated by, developments in computing and communications technology.  This
appears to be supported by Marquardt (1997) who points out that the world is
entering a new era in the evolution of organisational life and structure.  He states
that: “the immense changes in the economic environment caused by globalization
and technology have forced organisations to make significant transformations in
order to adapt, survive and to succeed in the new world of the next millennium.”
Marquardt suggests that some of the critical issues facing today’s industries include:
1. overwhelming breakthroughs of new and advanced technologies;
2. global competition from the world’s most powerful companies;
3. re-organisation, re-structuring and re-engineering for success, if not survival;
4. a spiralling need for organisations to adapt to change;
5. doubling of the world’s knowledge every two to three years; and
6. increased shortages of (contemporary) skills with educational institutions unable
to adequately prepare people with specific work skills for employment.
3Marquardt’s comments are made in the context of change management in a business
environment and the way ‘organisations’ can develop strategies for dealing with
change.  However, the comments seem to corroborate my perceptions that future
workplaces are likely to require people to be even more adaptive than they are now
to new situations and changes in their work environment.  It seems that people will
need to be both reactive to these changing environments and to contribute to and be
critical of the changes involved.  They will actively participate as members of
workplace communities in both responding to and shaping workplace change.  We
should not assume, however, that all change either in the workplace or elsewhere, is
necessarily valuable or desirable, or indeed, of benefit to individuals or the
community at large.  Indeed, there is a body of thought that we should strongly
question and carefully consider the real benefits or threats of changes that are
imposed on us or over which we have some control.  However, while some changes
may be accepted, questioned, rejected or controlled, other changes that affect people
in workplaces appear to be either unpredictable or fall outside of the locus of
influence or control of the individual worker or the workplace community involved.
It seems that change, in some form or other exists in workplaces, whether it is
imposed by others, occurs by accident, or is initiated or controlled by individuals
themselves, or collectively by their workplace communities.
I note that Wirth (1993), in a paper on the future choices facing education, points out
that we are well into the beginning of post-industrialism.  He claims that this is
marked by three momentous developments: (1) the electronic computer revolution;
(2) the emergence of a competitive global market; and (3) the prospect of serious
ecological damage.  He suggests that American educational institutions need to
become more effective learning communities with a greater emphasis on democratic,
collaborative and critical thinking approaches that will more effectively prepare
people for the world of work in the post industrial era.
The issues defining the problem addressed in this study are: (1) how do people in
specific workplace communities actually deal with new situations, or change in their
work environment?  (2) how do they learn the knowledge and skills required to
handle change or transfer previously learnt knowledge and skills to new situations?
(3) what can be done to help people deal with change better?  (4) What are the
implications for educators and trainers?
4People within workplace communities each day face changes and novel situations.
Some of these changes and situations reflect only a minor change from previous
experience, while others represent a significant departure from any situation the
person may have experienced previously.  In some cases, the changes involved
present a situation completely outside the range of previous experience of the person
involved.  The changes themselves may be externally imposed as a consequence of
decisions made by others, for example an organisational restructure, a downturn in
market demand for a commodity, or the introduction of new equipment and/or
processes.  In other cases, the changes are the consequence of some random,
accidental cause, for example an equipment breakdown; the illness of some members
of a work team; an unexpected sales opportunity, or an unanticipated design fault in a
product.  In some situations, the changes are within the locus of control of the people
concerned.  Workers and managers are consciously making decisions and selecting
what changes will occur and how they will occur, for example planning their own
work activities; selecting and commissioning their own computer hardware and/or
software; applying for and/or accepting new jobs; or choosing new associates.
1.3 Defining the research problem
From my reading of the research literature, I have identified that a number of
researchers have looked at how people apply their learnt skills and knowledge to
‘work’ from specific perspectives such as cognitive orientation, situated learning,
motivation, locus of control, organisational learning, etc.  However, there appears to
be an absence of an ‘interpretive holistic’ approach to the examination of the day-to-
day internal and external influences on the way people both learn how to deal with
change in the workplace and then apply this learning to novel work situations.  In
this thesis, I have explored, using a holistic, interpretive qualitative research
methodology, the various internal and external influences on how people in a number
of actual workplaces learn to deal with change.  I see change in the workplace as an
ongoing and continuous phenomenon.  The changes concerned may be: externally
imposed by others, may be controllable by members of the workplace community, or
may be the consequence of accidents or random and unanticipated contingencies.
The workplace community and the individuals within it deal with the ongoing
change or novel situations by being both objects of the change (i.e. responding to it),
and/or agents of the change (i.e. either initiating, shaping, questioning or resisting it.
5Many internal and external influences appear to holistically and in an interactive way
affect the way the individuals within workplace communities learn to deal with
changes and new situations.  I believe that the external influences include the
organisational relationships and power structures within the community, the social
culture and tacit knowledge of the community, organisational policies and
management decisions, the industrial and political climate, and the extent of access
to required resources and information.  I suggest that the internal or personal
influences probably include: technical skills and knowledge, prior propositional
(declarative), procedural, strategic and dispositional knowledge, conceptions of the
world used to make personal judgements and decisions, cognitive and meta-cognitive
orientations, perceived locus of control over the work situation and the changes that
occur within it.  They also include the personal disposition to learn, use or transfer
skills and knowledge, including motivation, fear or apprehension, confidence,
enthusiasm, need for achievement, need for affiliation, initiative, accuracy,
punctuality and other attitudes and values held by the individual.
I suggest that a ‘workplace community’ can be described as members internal to the
organisation concerned, as well as members peripheral to, or outside of the
organisation.   The external members (for example: customers, shareholders or trade
unions) can exert considerable power and influence over the internal members (for
example: workers or managers).  Typical members of a workplace community may
include workplace peers, team members, superiors, mentors, subordinates,
management, trainers / assessors, contractors, technical support, design team,
suppliers, customers, shareholders, regulators (e.g. safety), trade unions, and the
affected general community. I see that such workplace communities can be seen to
be operating at three levels: individual, group and organisational.   Such a position is
supported by the work of Senge (1990) and Marquardt (1996, 1997) in their work in
the area of ‘learning organisations’.
In short, the research problem focuses on the questions ‘How do workers learn to
deal with change in the workplace and how is this learning affected by a range of
internal and external influences?’ and ‘What can workers, managers and educators
do to assist and improve this learning process?’  I have represented the research
problem diagrammatically in Figure 1.1 below.
6Figure 1.1    Diagrammatic representation of research problem
1.4 Preliminary confirmation of the relevance and importance of the
proposed study
Prior to the commencement of the research in order to confirm the importance of the
proposed study, contact was made with a number of managers in different businesses
and preliminary exploratory visits were organised to three contemporary Australian
workplaces: i.e. a goldmine, a telecommunications company and an Internet service
provider.  These workplaces were not intended to be the eventual field sites for the
research but were used at the beginning of the project to clarify and verify the
significance and relevance of the research study prior to the planning of the
methodology and the fieldwork.  During the visits, discussions were held with
personnel in each workplace.  A brief description of the observations made during
these visits is provided below.
EXTERNAL INFLUENCES
• organisational relationships
• power structures within the
community
• the social culture of the
community
• support and training
structures
• tacit knowledge of the
community
• organisational policies
• management decisions
• industrial and political
climate
• extent of access to required
resources and information
INTERNAL INFLUENCES
• technical skills and
knowledge
• prior propositional,
procedural and
dispositional knowledge
• conceptions of the world
• cognitive and
metacognitive orientations
• interpersonal / social skills
• perceived locus of control
• individual disposition,
including motivation, fear,
confidence, enthusiasm,
&  other attitudes and
values
How do workers
learn to deal
 with change
TYPICAL WORKPLACE
COMMUNITY MEMBERS
Interaction
Workplace peers, team members,
superiors, mentors, subordinates,
management, trainers / assessors,
technical support, contractors,
customers, regulators (e.g. safety),
trade unions, design  team,
suppliers, shareholders, and  the
affected general community
• Imposed change
• Controllable change
• Accidental / contingent change
Workplace
Change
both subjects and agents of  change
7The Gold Mine
The Gold Mine has been in operation for some 8 years and has been successfully
mining and processing soft oxide ore over that period. The mine has exhausted its
reserves of soft oxide and must now move to the mining of basement rock.  Because of
the hardness and abrasiveness of the basement rock ore, its processing is more critical
and demanding on both the processing equipment and the workplace teams that operate
and maintain it.  Given the low head grade of the ore mined from the basement rock and
the low level of the world gold price, the mill operations will be much more critical,
marginal and risk laden than the old.  The new plant and associated infrastructure are
being designed for long-life and efficiency in both operation and maintenance.  This is
being achieved through: (1) state-of-the-art control and automation; (2) operator-friendly
plant design; (3) provision for low-cost operating and maintenance practices; (4)
standardisation of equipment; (5) specially-designed cranage and equipment access to
minimise downtime during maintenance; and (6) plant design and configuration that
minimises spillage and enables swift and easy clean-up should it occur. Alongside the
need for a highly-efficient, cost-effective and reliable design is the requirement for a
workplace community with the commitment and the capability to operate and maintain
the new mill to the rigorous and demanding standards necessary for the efficient and
reliable processing of the hard-rock ore.  The workplace community must adapt and
build upon its existing performance and achievements.  In particular, they must develop
the knowledge, understanding, skills and commitment to achieve efficiency and reliability
in processing hard-rock ore.  They must access, critically reflect upon and interpret
information of the performance of the processing plant and initiate action to minimise
downtime and maximise competitiveness.  Key to this is the capability and willingness
individually, as teams and as an organisation to learn to adapt to the new technologies
and stringent requirements.
The Telecommunications Company
The telecommunications company is a new competitor in the now deregulated
telecommunications industry.  The rate of innovation in this industry is being driven by a
number of influences: (1) the press for personalised communications in contrast to
location-based communications (evidenced by the growth in the use of mobile phones
and e-mail and voice-mail on the Internet); (2) the extraordinary growth in the use of the
Internet generally; and (3) the move towards broadband digitised communications made
possible by optical fibres and digital exchange and subscriber equipment.  The effect of
all of this on telecommunication systems has been to increase the overall use of
communications by many orders of magnitude requiring highly innovative state-of-the-art
solutions to the increase in demand for services.  For example, as the urban networks
are upgraded to cater for the massive demand for services, there is a danger that rural
networks will be left behind.  One product developed to cater for this potential deficiency
is a turn-key, self-contained, mini-digital exchange that can be customised to a specific
rural community’s needs, be delivered to a site as an operational unit and be installed
and commissioned within a few weeks. The exchange is linked to the main
telecommunications network via a microwave radio link to the nearest urban exchange.
Such is the competitiveness for this product that every successive version of the mini
8exchange is updated with the latest technology.  This means that no two exchanges are
the same.  As a consequence, the knowledge and skills to maintain and operate the
equipment is different from one version to the next.  A similar situation exists in the
aircraft industry where every Boeing 747 is different because of the ongoing updating
and modification of the plane and its components.  In this context, the team of staff
required to maintain and operate the new exchange must be trained or be able to learn
new skills and adapt their existing skills while the version concerned is being designed,
constructed and tested.  The team and the individuals within it must be competent to
carry out their functions by the time the new exchange is commissioned and made
operational.  Trainers are constantly developing and conducting the required training
programs alongside the developers of the systems themselves.
The Internet Service Provider
The Internet service provider is one of a new generation of companies evolving to serve
the rapid growth in persons and organisations seeking access to the Internet and the
World Wide Web. The marketplace is highly competitive with success coming to the
organisations that can exploit the new developments in information technology.  The
average age of the technical teams supporting typical Internet service providers is in the
early twenties.  Technical skills are learnt on the job using the telephone or email to build
up required propositional and procedural knowledge and adaptive trial and error to build
up the base of practical skills. Relevance of learnt skills and knowledge is confirmed
periodically by reference to the latest technical journals in the field.  In the successful
Internet providers, the teams operate collaboratively, sharing information, thinking
critically and challenging each other’s ideas and methods and those of their employers
as they strive for service reliability and the maintenance, or growth, of market share.
Two things dominate their day-to-day work: ‘change’ and ‘uncertainty’.  Very few of the
staff learn their technical skills and knowledge only in an institution.  Many skills and
knowledge must be learnt or adapted in the workplace because of the sheer rate of
change.  Indeed, the half-life of knowledge and skills in the work environment of an
Internet service provider is, at the most, a few months.  The most critical skills needed by
people in these environments were reported by those consulted as being ‘adaptability’,
‘critical thinking’, ‘innovation’, ‘working collaboratively, ‘searching for and recognising
useful information’, and ‘reflective experimentation’.
The common theme observed in all of organisations visited was the extent to which
workers and managers in these organisations were facing ongoing change and the
urgent need for them to learn how to effectively deal with these changes. It was
noted in all three workplaces that the managers and workers were confronting major
changes.  Observations in these preliminary investigations confirmed the need for a
clearer understanding of how workplace communities and the individuals within
them learn to deal with change.  Those with whom discussions were held all
indicated support for the proposed research study.
91.5 Initial positioning of the study
Central to the research study is the premise that dealing effectively with change and
new situations requires learning to occur through at least the adaptation of existing
knowledge and skills, and often the development of new knowledge and skills.  Even
when new knowledge and skills are required, they must be learnt upon the
foundation of existing knowledge and skills.  In this sense, the ‘transfer’ of previous
learning to new situations implies both a learning operation on previous learning and
experience, as well as the learning of new knowledge and skills in their own right.  In
other words the transfer of learning is in itself a learning activity.  I suggest a
corollary of this proposition is that ‘learning to transfer’ is in effect as special case of
‘learning to learn’.  The extent of learning involved is dependent on ‘how different’ a
new situation is from situations in previous experience.  I believe that this notion of
difference and the way various motivational and contextual influences affect the way
people apply or build on their previous learning when dealing with new situations are
being described by McKeachie (1994) in his concluding remarks within a book of
essays in his honour on “Student Motivation, Cognition and Learning”:
‘…… all learning and memory involves transfer; we never use learning in exactly the
same situation in which it was learned. At any later period in time, we have changed,
and the situation is no longer the same. We simply label the transfer as memory if the
situation provides ample cues to the situations in which learning occurred. If the new
situation is a little different from the original ones we describe the outcome as “near
transfer”; if it is more different, we call it “far transfer” [or in Salomon and Perkins’ neat
metaphor “high road transfer” involving decontextualization of a principle (Salomon &
Perkins, 1989)]; if the situation is still more different we speak of problem solving; and if
the new situation bears little resemblance to the situations in which relevant previous
learning occurred, we talk about creativity.
All of these involve the use of prior learning in new situations; the difference is in the
apparent similarity of the situations to the situations in which the original learning
occurred, and often in the degree to which the new situation requires integration of
formerly disparate episodes of learning.
But what do we mean by "similarity"? When I was a graduate student, the best we could
do was to use Thorndike's theory of identical elements. We now know that simply
identifying elements of the situation is not sufficient because the same situation may be
perceived quite differently by different individuals with differing past experiences and
motivation and even by the same individual at different times. This does not mean that
"similarity" is solely in the mind of the perceiver. There are respects in which
independent observers will agree that two situations are similar (cf. Medin, Goldstone, &
Gentner, 1993).
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What is transferred depends not only on the original learning and the transfer situation,
but also upon the person, task, goals and context in which transfer may or may not
occur’. (McKeachie 1994, pp. 343-344)
I suggest that embedded in McKeachie’s summary is the notion that the effective
transfer of learning (or skills and knowledge) to new situations is dependent on a
range of influences including: (1) the nature and extent of difference between a new
situation and previous similar situations experienced by the person concerned, (2) the
effects of individual differences in prior learning and disposition, as well as
perceptions of, and approaches to the transfer problem (cognitive and metacognitive
skills), and    (3) the effects of contextual differences (situational and socio-cultural
differences).  Similar perspectives appear to be reflected in the work of various other
researchers looking at cognitive approaches to vocational education, guided
workplace learning and learning organisations.  Stevenson (1986a, 1986b, 1991a,
1991b, 1992, 1994) and Billett (1992, 1993) emphasise that a comprehensive
theoretical framework for learning and the transfer of skills and knowledge both to
and across workplace contexts requires not only consideration of technical skills and
knowledge, but also careful attention to:
1. the influences upon the transfer of learning of the nature of procedural,
propositional and dispositional knowledge (both tacit and formally learned)
(Stevenson 1994; Billett 1994);
2. the influences upon the transfer of learning of differences in cognitive structure
(Stevenson  1994);
3. the theory that learning and transfer are both active and individual (Posner 1982,
cited in Billett 1993);
4. the theory that knowledge acquired and applied by individuals is constructed and
represented in ways determined by personal dispositions and histories (Stevenson
1994); and
5. the theory that the construction and application of knowledge is mediated by social
and cultural contexts, including the socially and culturally derived norms of the
communities of practice concerned (Billett 1994; Lave 1991; Rogoff 1984, 1990).
My reading of Stevenson, Billett and others involved in this field (Down 1996;
Evans and Butler 1992; Hager 1995; Stevenson and McKavanagh 1992; Misko 1995;
and Preston et al 1993) indicated to me the need for an integrated or holistic
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approach to learning generally, and the transfer of learning to new situations or
contexts in particular.  My interpretation of their work implied the need to take into
account the cognitive and metacognitive aspects of these processes, as well as the
fact that they are mediated by the individual dispositions and biographies of the
persons concerned and the social and organisational contexts in which they operate.
Field et al (1995), Marquardt (1996, 1997), Patterson et al (1996) and Senge (1990)
are theorists in the area of learning organisations.  Their approach is from the
perspective of management education.  Their primary interest appears to be ‘what
should be done to promote cultures of learning within businesses that will enable
them to adapt and perform in the challenging and highly competitive contemporary
and future business environment?’  In their theories, learning tends to be treated in a
relatively unproblematic way.  The impression is given that by following a few
simple rules ‘managers or leaders’ will be able to solve any difficulties workers may
be having in accommodating change.  Nonetheless, I noted that these theorists
identify the need for an ‘integrated’ or holistic approach to understanding learning
and skills transfer within organisations. Their approach appears to recognise an
interrelatedness of learning at the individual, group and organisational levels, as well
as the socio-cultural context within which both learning and work proceeds.  They
indicate that learning needs to be adaptive, generative, action based and involves
both single and double loop approaches.  I observed that Marquardt (1996) and
Senge (1990) propose six key areas of skill that need to be used in an integrated way
to optimise organisational learning: (1) systems thinking; (2) mental models; (3)
personal mastery; (4) team learning; (5) shared vision; and (6) dialogue.  While these
theories are in the areas of business management and appear to treat such learning in
a relatively unproblematic way, I suggest that they do support the notion that the
question of ‘how workers learn to deal with change’ needs to be ‘holistically’
addressed in terms of a range of internal and external influences including the actual
skills, knowledge and cognitive orientations of individuals, their personal
disposition, the social and organisational context in which they operate, and the fact
that change needs to be dealt with in an integrated way across the individual, group
and organisational levels.
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In short, my reading of the research literature confirmed my belief that the way
workers learn to deal with change and new situations appeared to be an important but
complex process involving interactive effects of a range of internal and external
influences.  While researchers had explored some aspects of these influences from
the perspectives of particular theories or positions, there appeared to have been little
interpretive research to date that sought to holistically examine how workers learn to
deal with change in practical work environments and the various internal and
external influences on this learning.
1.6 Study aims and outcomes
It is in the context described above that the aim of this research study has been to
study the way people learn to deal with change in the workplace and transfer
previously learnt knowledge and skills to new situations.  Through the study, further
insight has been developed of the internal and external influences that affect such
learning and the transfer of previous learning to new situations.  I have also
suggested ways by which individuals in those communities might be assisted to learn
to deal better with new situations and change within their workplaces.  Interpretive,
qualitative, case-study research techniques have been used to probe and describe
what appears to influence the way individuals in four different workplace
communities learn to respond to new situations and changes in the workplace and
suggest the implications of these findings for educators and trainers.
The methodology draws heavily on the Stake’s case study methodology (1994, 1995)
incorporating Flanagan’s ‘critical incident technique’ (1954, 1978) and the five-stage
approach for interpretive-qualitative research recommended by Carspecken and
Apple (1992).  The data collection processes and the subsequent processes for the
analysis and interpretation of the data were developed following a review of research
in a range of related areas including:
1. the socio-cultural dimensions of skills transfer or learning in the workplace;
2. the influence upon adaptability of individual differences (such as motivation,
tacit knowledge, mental models, positive attitude, values, confidence, etc.);
3. the importance of propositional, procedural and dispositional knowledge in the
when applying or transferring previously learnt knowledge and skills (from
former learning and/or experience);
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4. the effects of perceived locus of control on how people approach and deal
with situations in the workplace;
5. the value of meta-cognitive skills and key competencies;
6. cognitive orientations, situated learning and cognitive apprenticeship;
7. problem solving ability;
8. learning organisations; and
9. change management in organisations.
1.7 Research questions
The research problem was interpreted as a series of research questions to guide the
qualitative data collection and analysis.  These are listed below.  The research
questions were intended primarily to provide the initial orientation and focus for the
field observations.  They draw on themes suggested by the review of research
literature.
1. What are the characteristics of new situations or changes that people in the workplaces
under study typically have to confront and deal with?
2. Do some people find it easier than others to learn to deal with change and to transfer or
adapt their existing skills and knowledge to new situations?  If so, why do some people
find it easier than others?
3. What are the key influences that tend to affect the ability of people to learn to deal with
change and to transfer or learn to adapt their existing skills and knowledge to new
situations?
4. In what ways do socio-cultural influences affect the ability and/or willingness of people to
learn to deal with change and to transfer their existing skills and knowledge to new
situations?
5. What role does motivation play in the ability of people to learn to deal with change and to
transfer their existing skills and knowledge to new situations?  What things influence this
motivation?
6. In what ways does a person’s cognitive structure or mental models appear to affect the
ability and/or willingness of people to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
7. What roles do prior propositional (declarative) and procedural knowledge and
experience, both positive and negative, play in the ability of people to learn to deal with
change and to transfer their existing skills and knowledge to new situations?
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8. What roles do dispositional knowledge, values and attitudes play in the ability of people
to learn to deal with change and to transfer their existing skills and knowledge to new
situations?  What are the key types of dispositional knowledge, values and attitudes that
apply in the context under study?
9. In what ways do problem solving and critical thinking play a role in the ability and/or
willingness of people to learn to deal with change and to transfer their existing skills and
knowledge to new situations?  What are the implications of this for helping people
develop their ability to transfer?
10. What evidence is there that people who are more successful than others in learning to
deal with change and transferring their existing skills and knowledge to new situations do
so because of more effective use of meta-cognitive skills and knowledge?  If so, what
are the options for helping people to develop and use these skills and knowledge?
11. In what ways can people be helped to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
12. Is there evidence of guided learning in the workplace (as defined by Billett 1993)?  If so,
does this appear to influence the ability and/or willingness of people to learn to deal with
change and to transfer their existing skills and knowledge to new situations?
13. What are the organisational structures and power relationships that relate to the
workplace community under study?  In what ways do they appear to influence the ability
and/or willingness of people to learn to deal with change and to transfer their existing
skills and knowledge to new situations?
14. To what extent do people in the workplace community under study see themselves as
objects and/or agents of change or new situations (i.e. just passive respondents; or
active participants in initiating, shaping, questioning or resisting change)?  What
influence does this appear to have on the ability and/or willingness of people to learn to
deal with change and to transfer their existing skills and knowledge to new situations?
1.8 The four case studies
In the field work for the project, workers and managers in four separate workplace
communities were observed in terms of how they deal with new situations and
change and what influences affect the way they learn to deal with change and
transfer or apply their previous learning when dealing with change.  The term
‘observation’ here and elsewhere in the thesis is used in the wider sense that it
embraces the range of evidence collected at each field site, including interview
records, records of group discussions, ‘visual’ observations at the site of performance
and interactions, and the reviews of relevant artefacts.
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During the fieldwork, I interviewed and interacted with members of the four
communities using Flanagan’s ‘critical incident technique’ (Christie and Young
1995; Flanagan 1954, 1978; Tripp 1993; and Woolsey 1986).  Chapter 3 provides a
more detailed summary of the methodology used.  In the fieldwork, I endeavoured to
record in a holistic and integrated way my observations on how the workplace
communities and the individuals within them learn to deal with change ‘in practice’.
This thesis presents narratives of the four case studies. The narratives seek to give an
understanding of how the workplace communities concerned, and the individuals
within them, learn to deal with significant changes and the way learning is
transferred or adapted in the process.  The narratives endeavour to illustrate the
issues involved, and the way various influences operate together to modulate how the
workplace communities learn to handle the changes identified.
The narratives and my interpretations of them are shared with the reader to provide
insight on what affects the way particular workplace communities learn to deal with
change, transfer previous learning in the process and learn new skills and knowledge
when endeavouring to deal with change.  In the sense that readers may relate the
narratives and my interpretations of them to their own experience and situations and
in turn apply their own interpretations of this research to their workplace
circumstances, the outcomes of the research are generalisable to other workplaces
beyond the four described in this thesis.  This is based upon the work of Stake (1995
p85) in the area of naturalistic generalisation in case study research.
1.9 Organisation of the thesis
The thesis is organised in the following way. This chapter provides an
introduction and overview of the research problem including an initial theoretical
background to the problem, its practical context, a description of the problem
itself, and interpretation of the problem as a series of research questions.
Chapter 2 summarises the review of literature related to the research problem,
including: learning and transfer in the workplace; assessment of transfer skills;
cognitive aspects of learning and transfer; personal disposition and learning;
guidance by others; learning organisations; and organisational theory and politics
of change. This chapter concludes with a synopsis of my theoretical position to
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the research problem of the thesis. Chapter 3 outlines the research methodology
used in the study and the rationale for the approach adopted.  This includes the
adoption of a case study approach using qualitative research methods with
particular application of the ‘critical incident’ technique.  The chapter also
describes and explains the techniques used for the quality management of research
processes.  Chapter 3 summarises the ethics strategy that I developed and was
subsequently approved by the Deakin University Ethics Committee.  All aspects
of the ethics strategy were implemented rigorously throughout the study.  The
chapter also describes and provides the rationale for narrative style of the thesis
and the way in which the narratives were produced.
Chapters 4, 5, 6 and 7 describe the four case studies that were the focus of the
research.  These were: (1) a section in a large service organisation, (2) a small
electrical contracting firm, (3) a small consulting firm, and (4) a one-person
information technology company.  In each chapter, the initial section is my
description of the workplace community concerned.  This is intended to paint the
context for the case study concerned.  A number of individual voices follow.  They
tell the stories of participants in the workplace communities concerned given in
response to trigger questions asked by the researcher.  In the final sections of each of
these chapters, a summary is provided of my observations and interpretations of how
the community concerned appears to learn to deal with change and the way formal
and informal learning influences how individuals in the community learn to deal with
change and transfer previously learnt skills and knowledge to new situations.
Chapter 8 draws together the interpretations and analyses of the four case studies.  It
summarises the overall findings and relates them, as appropriate, to the outcomes of
the earlier review of relevant literature. Chapter 9 compares the observations and
interpretations with the body of theory identified during the course of the review of
literature in areas related to the thesis topic. Chapter 10 summarises education and
training issues flowing from the research including implications and options for
learners, employees, trainers, educators, managers and education policy-makers.
Chapter 11 provides the overall conclusion to the thesis. Chapter 12 gives an
overview of additional issues and questions raised by the outcomes of the thesis,
which could be profitably explored by further research activities.
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CHAPTER  TWO
REVIEW OF LITERATURE RELATED
TO THE RESEARCH PROBLEM
2.1 Introduction
In this chapter, I discuss the research literature, which provides a theoretical
background for the identified research problem.  However, the theoretical
background described in the literature review is not intended to provide a framework
of theory to be ‘tested’ in the field.  Rather, it has been used as an aid in ‘orienting’
and ‘focusing’ the observation of the workplace communities concerned and in
‘interpreting’ the recorded results.  This is discussed more fully in Chapter 3
‘Methodology’.
Most of the research review was carried out prior to the fieldwork.  However, the
research review was ongoing and a number of issues were explored more fully
during and after the fieldwork as their relevance to the research topic became more
apparent.  These included (1) the influence of ‘perceived personal control’ on
peoples’ disposition to deal with change, (2) the influence of perceived societal
values about ‘individualism’ upon peoples’ willingness to work with others when
learning to deal with new situations and change in the workplace and (3) ways of
knowing and learning.  These are discussed later in this chapter.
I have grouped the outcomes of the literature review on the research topic within six
broad areas: (1) transfer of previous learning to new situations in the workplace,
(2) assessment of transfer skills, (3) cognitive aspects of learning and transfer,
(4) the role of others in guiding people as they learn to deal with change and transfer
their previous learning when dealing with new situations, (5) personal disposition
and its effect on learning and the transfer of learning, and (6) organisational and
social context and its influence on learning and the transfer of learning when dealing
with new situations and change.  These are discussed in the following sections of this
chapter. Figure 2.1 provides a summary of the organisation of the literature review.
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Figure 2.1    Identified areas of research literature relevant to the research problem
Transfer in the workplace
• Adaptability in the workplace
• Assessment of transfer skills
Cognitive aspects
• Cognition as it relates to learning &  transfer
• Cognitive structure (mental maps)
• Schemas, learning & transfer
• Learning theory
Guidance by others
• Cognitive apprenticeship
• Guided learning and transfer
• Experts - novices
Personal disposition and knowledge
• Nature of knowledge
• Disposition (including motivation)
• Key competencies
Metacognitive aspects
• Metacognition
• Problem solving
• Critical thinking
Organisational context
• Socio-cultural aspects of learning & transfer
• Situated learning and communities of practice
• Learning organisations
• Organisational theory and politics of change
Learning to
deal with change
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2.2 Learning how to deal with change in the workplace including the
transfer of previous learning
I have found that the ability to learn how to deal with new situations and to transfer
previously learnt knowledge, skills and attitudes to new situations, is regarded by
industry and educationalists alike as a critical requirement for persons to be able to
actively participate, not only within their workplaces, but within life generally.
‘Rapid technological change requires workers to update their knowledge of new
equipment and processes frequently.’ (Nelson 1992, p. 89).  ‘Today, industry
requires a flexible work force to cope with rapid technological and economic change
to improve economic viability.  Knowledge and skills are expected to transfer to new
tasks and situations’ (Misko 1995, p. 1).  However, despite the general consensus on
the importance of this need and its likely increase in importance into the 21st century,
researchers continue to be confounded by the elusiveness of the concept of ‘transfer’,
and the ways people might be helped or better prepared to transfer their skills and
knowledge, be it in the classroom, the workplace or the community generally.
From my reading of the literature, the promise of theories on the transfer of
previously learnt skills and knowledge, and the competency based training reform
movement generally, appears not to be borne out in practice3.  Based on my review
of recent research4, I suggest that the reasons for some of these difficulties can be
traced to overly simplistic and positivist concepts of what learning and transfer
involves and insufficient consideration of the personal and contextual influences that
seem to facilitate or inhibit them.  Others propose that there are different conceptions
of what learning and/or transfer is and that some of the suggested shortfalls of
theories of learning and transfer can be explained by dissonance between the
different conceptions of learning and transfer used by different researchers 5.  What
is emerging is a theory that the efficacy of both learning to deal with change and
transferring prior learning to new situations of various kinds are strongly influenced
by people’s disposition when they are confronted with the changes or new situations.
3 Campione, Schapiro and Brown (1995), Collins (1993), McDaniel and Schlager (1990), Misko
(1995), Royer (1979), Salomon and Perkins (1987, 1989), Watkins (1992), Wheeler (1993)
4 Blunden (1996), Dyke and Mayer (1989), Johannson et al (1985), Seddon (1993), Stanley (1993),
Stevenson (1994).
5 Brown and Campione (1984), Knapp (1979), McDaniel and Schlager (1990).
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The research literature indicates that the development and nature of that disposition
is mediated by a wide range of influences, including some that are personal and some
that are contextual, i.e. related to the socio-cultural, organisational and physical
aspects of the contexts within which the persons concerned are working and
/ or learning6.  If the processes by which people transfer previously learnt skills and
knowledge to new situations are to be described, and if people are to be assisted to
improve their ability to transfer, we therefore need a more holistic and naturalistic
analysis and theory of transfer and what it involves (Hager 1995; Preston et al 1993)
– i.e. one that accommodates the various dimensions of learning and transfer and the
myriad of influences on them.
While distinctions are often drawn between the ‘learning of skills and knowledge’
and the ‘transfer of previously learnt skills and knowledge to new situations in the
workplace’, I suggest they are really variations of the same phenomenon.  In both
cases, the achievement of new skills and knowledge are involved.  In both, the new
skills and knowledge will be built upon a foundation of existing or previously learnt
skills and knowledge.  In both, the efficacy with which people are able to achieve the
learning outcomes or to deal with the change (by applying, adapting and extending
upon their previously learnt skills and knowledge) is mediated by their disposition to
the task.  In both cases, this disposition is in itself is affected by a range of personal,
organisational, social and contextual influences.  Based on my reading of the
research literature, these personal and contextual influences on both learning and the
transfer of learning identified through the literature review may include:
COGNITIVE ORIENTATION
Peoples’ unique conceptions of the world that guides their behaviour.  This
includes propositional or declarative knowledge (knowing about things [often
tacitly and unconsciously], i.e. Ryle’s ‘knowing that’ (Meyer 1993; Ryle 1973);
procedural knowledge (knowing how to do things, i.e. Ryle’s ‘knowing how’);
strategic knowledge (knowledge that guides decisions on when and how to do
things) and dispositional knowledge (knowing the appropriate values and
attitudes perceived as being required in a particular context).  I believe that
people’s cognitive orientations are in a constant state of flux, influencing and
being influenced by their behaviour and experience7.
6 Brown and Campione (1984), Down (1996), Misko (1995), Oates (1992), Shunk and Zimmerman
(1994), Stevenson (1994).
7 Glaser (1984), Gentner and Stevens (1983), Scribner (1984, 1985, 1986), Sternberg and Wagner
(1986), Wagner and Sternberg (1985).
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EXISTING TECHNICAL SKILLS
The psychomotor and reasoning skills that people bring to a new situation as a
consequence of their previous formal learning and/or experience.8
COGNITIVE AND METACOGNITIVE SKILLS
The thinking processes by which people manipulate and access knowledge in
their cognitive structure.9
DISPOSITIONS
The affective aspects of people’s values and attitudes that influence the way they
do things and their willingness to do them.  It includes such things as motivation,
confidence, fear or apprehension, suspicion, enthusiasm, accuracy,
thoroughness, etc.  People’s dispositions are highly modulated by their personal
perceptions (and misperceptions) and the sociocultural influences in their
environment.10
CONTEXTUAL INFLUENCES
Contextual changes suggested by the literature include (1) how peoples’
behaviour is influenced by the culture and social relationships within their
workplaces or communities of practice11, (2) how peoples’ behaviour is affected
by the organisational structures, policies and power relationships and extent
of empowerment existing in their workplaces12, and (3) the way peoples’
behaviour is modulated by the physical aspects of their workplace
environments.13
I noted that Broad and Newstrom (1992) propose a number of influences that may
act as barriers to transfer of learning.  These tend to confirm the need for the wider
consideration of dispositional and contextual issues when researching the transfer of
previous learning to new situations in the workplace.  The influences identified by
Broad and Newstrom (1992) are shown in Table 2.1 on the following page.
8 Gelman and Greeno (1989), Mawer (1992), Raven (1984).
9 Bjork (1996), Brown (1978), Gilhooley (1982), Hounsel (1979), Mayer (1975, 1994), Sternberg
(1988), Sternberg and Davidson (1989).
10 Bereiter (1995), McKeachie (1994).
11 Billett (1994), Larkin (1989), Lave (1991), Novak and Ridley (1988), Perkins and Saloman
(1989), Rogoff (1984).
12 McGregor (1992), Mintzberg (1992b), Senge (1990).
13 Roethlisberger (1987), Lave (1991), Rogoff (1991).
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Table 2.1 Influences that may act as barriers to transfer of learning14
IDENTIFIED INFLUENCE FOCUS
1. Lack of reinforcement or feedback from mentors, supervisors, etc.
2. Interference from the immediate demands of the job
3. Non-supportive organisational culture
4. Degree of inspiration or support from mentors or trainers
5. Pressure from peers to resist change
Social
6. Discomfort with change and associated effort
7. Perceptions of earlier training or learning in terms of its relevance or
practicality
Self
2.3 Assessment of the transfer of learning to workplace contexts
One area of research into the way people transfer of learning to new situations is the
assessment of how that learning transfers skills.  From my reading of the literature I
noted that a number of researchers have proposed a various ways of assessing aspects
of transfer skills15.  My overall conclusion after examining this literature was that
‘quantitative assessment of the transfer of learning is not easy and is fraught with
many difficulties and potential inaccuracies.  I found that the research however
generally supported the notion that the transfer of a person’s previous learning to
new situations is likely to be influenced by a wide range of possible internal and
external influences.
In particular, I noted that Stevenson (1990) has developed a test of Higher Order
Cognitive Holding Power for use in vocational training contexts.  Stevenson
proposes that cognitive procedures used by persons when transferring previous
learning to work may be at three possible levels: 1st order - specific purpose
procedures to achieve specific goals; 2nd order - cognitive procedures which operate
on specific purpose procedures; and 3rd order - procedures which switch cognition
between procedures of different orders.  To train for adaptability, Stevenson (1990)
suggests teachers must promote higher order cognitive holding power, which presses
students into the higher order cognitive activities.  These allow them to use the
higher order skills in both familiar and unfamiliar situations.  The test involves a
14 After Broad and Newstrom (1992)
15 Dall’Alba et al (1989), Dansereau (1995), Edwards and Fraser (1983), Novak, Gowin and
Johanssen (1983), Novak and Ridley (1988), Rowe (1991), Royer et al (1993), Stevenson (1994),
and Stewart (1980).
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thirteen-item Individual Classroom Environment Questionnaire which scores the
extent to which a teacher’s behaviour is developing the higher order cognitive
activity within students.  Stevenson’s (1990) work and instrumentation is focused on
what vocational education institutions should be doing to better enable the transfer of
formal learning to work rather than the problem of this study, which is to develop a
better overall understanding of how persons in the workplace learn to deal with
change and transfer their learning to new situations, regardless of where or how that
learning occurred.  Nonetheless, I believe Stevenson’s research findings reinforce the
perceived importance of disposition in the learning and transfer processes.
2.4 Cognitive aspects of learning and transfer
The body of research on cognition appeared to me to be highly relevant to this study.
I held this view because my initial working definition of transfer was “the way in
which people apply their prior knowledge, or learning, to a new situation”.  Key
words in this definition are ‘prior knowledge’; ‘apply’; and ‘the new situation’
(including both its nature and its context).  In the course of my reading of the
research literature, I identified several related strands of cognition theory that
appeared to be relevant to learning generally and to the transfer of learning to new
situations in particular.  These were:
1. cognitive orientations: the way knowledge of the world is structured,
adapted and retrieved by people to guide their decisions on behaviour.
This area of research deals with the nature of knowledge and how it is
structured by individuals.16
2. metacognition: the term used to describe our knowledge about how
we perceive, remember, think and act, or ‘what we know about what
we know’ (Metcalfe and Shamamura 1996).  Nelson (1996) sees
metacognition as a bridge or link between decision-making and
memory, learning and motivation and between learning and cognitive
development.  This area of research deals with how individuals apply
their cognitive structure to new situations, as well as how they use their
experience with new situations to shape and adjust their cognitive
structure.  It includes research into problem solving and critical thinking
16 Anderson (1982, 1987, 1990), Ausubel (1978 1987), Dansereau (1995), Debling (1990), Edwards
and Fraser (1983), Fischer (1980), Keil (1984), Scott, Osgood and Peterson (1979), Shuell (1985),
Stevenson (1991), Vanderstoep and Seifert (1994) and Zimmerman (1994).
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as key tools for both ‘learning’ and the ‘transfer of learning to new
situations’.17
3. developmental aspects of cognition as they relate to learning and
transfer: This refers to role cognition plays in actual learning and
transfer.  The research focuses on models of cognitive development
and how learning should be structured to optimise the development of
cognitive structure.18
4. learning skills: the way people learn-how-to-learn and then apply
their learning skills (a practical application of metacognitive skills).  In
this area of research, transfer is regarded as a form of learning along
the lines suggested by Johannsen et al (1985) that both learning and
transfer represent a ‘change between qualitatively different
conceptions’.19
5. socio-cultural aspects of cognition: including learning in
communities of practice, cognitive apprenticeship and the cognitive
dimensions of guided learning.20
I found that the various areas of research into cognitive aspects of learning and
transfer provided me with some insight into how people might learn how to deal with
change in the workplace.  However, for me none of the research provided a
sufficiently integrated and holistic description of how people might learn to handle
change.  At best, each area of research appeared to provide the basis of a partial
interpretation of the learning processes involved and the various internal and external
influences upon them.  Nonetheless, I found the themes of the research useful for the
construction of some of the trigger questions used in my field interviews.  The
interpreted data that was generated through these interviews subsequently confirmed
the importance of a potential range of elements of strategies that might help people
17 Adams et al (1988), Anderson (1993), Bransford et al 1986), Bruner et al (1956), Chi et al (1982),
Davidson et al (1996), Dominowski et al (1994), Flavell (1976, 1984), Greeno (1989), Hermstein
et al (1986), McPeck (1981, 1990), Metcalfe and Shamamura (1996), Nelson (1996), Ross (1987,
1989), Stephien (1993), Weinert (1987), Whimbey and Lockhead (1980), White (1988).
18 Anderson (1990), Piaget (1966), Reeves and Weisberg (1993), Stevenson (1991), Stevenson and
McKavanagh (1992), Weinstein (1978).
19 Biggs (1982, 1987, 1991), Brown and Kane (1988), Entwhistle (1985), Entwhistle and Ramsden
(1983), Evans (1991), Garavaglia (1996), Hendry et al (1995), Illich (1972), Law-Ernst (1992),
Mezirow (1991a), Novak (1985), and Saljo (1979, 1981), Shuell (1990), Wolshyn et al (1992),
Wright (1982).
20 Bandura (1977), Billett (1994), Bruner (1985), Cole (1985), Forman and Cadzen (1985), Jarvis
(1987), Lave (1990, 1991), Lave and Wenger (1991), Paris and Turner (1994), Pea (1987),
Resnick,(1991), Rogoff (1984, 1990), Rogoff and Lave (1984), Wertsch (1985, 1991), and
Vygotsky (1978).
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learn how to deal with change.  These included: problem solving, critical thinking,
guided learning, learning skills, and metacognitive skills.
2.5 Key Competencies
I noted that seven Key Competencies21 were proposed by the Finn and Mayer
Committees (Mayer 1992) as being critical generic skills needed by all persons
working in vocational areas22.  I believe the Key Competencies are a specific
representation of metacognitive skills, i.e. generic components of problem-solving
behaviour.  I suggest that typical ‘changes in work situations’ can be conceived as a
series of ‘problems’ that require solution; particularly where ‘far transfer’ is required
from previous experience to the new problem situation.  I believe the seven Key
Competencies are used hierarchically in the solution of the problem.  It is my view
that the Key Competency of ‘Problem solving’ is the central one for the purposes of
transfer.  The other Key Competencies are supportive of it.  ‘Planning and organising
activities’, ‘Collecting analysing and organising information’, ‘Communicating ideas
and information’ and ‘Using mathematical ideas and techniques’ are in a sense
enabling skills that are used in the problem solving process.  ‘Using technology’ is a
skill that may be used, as appropriate, within each of the enabling skills.  I suggest
that in the use of all of the skills (or Key Competencies), the person concerned needs
to work collaboratively, i.e. be ‘working with others and in teams’.  This way of
looking at the Key Competencies is illustrated in Figure 2.2.   Of course, the Key
Competencies need to be contextualised to the problem or situation concerned, i.e.
What specific types of technology are involved?, What specific information is used?,
Who are the people involved?, What specific activities occur, etc.  The Key
Competencies can also be used as a tool in the analysis of each identified learning or
transfer situation, i.e. what information is collected and communicated?, what
technology is used?, how?, where?, when?, why?, etc.
21 The seven Key Competencies identified by Mayer (1992) are: ‘Collecting analysing and
organising information’, ‘Communicating ideas and information’, ‘Working with others and in
teams’, ‘Planning and organising activities’, ‘Using mathematical ideas and techniques’, ‘Problem
solving’, and ‘Using technology’
22 Borthwick (1993), Finn (1991), Grant (1997), Hill (1993), Mayer (1992), Winchester and Comyn
(1996).
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Figure 2.2   Hierarchical application of the Key Competencies to
problem solving and hence transfer
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Collecting,Analysing& OrganisingInformation
CommunicatingIdeas &Infomation
Planning &OrganisingActivities
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2.6 Personal disposition, learning and transfer
My examination of the research literature indicated to me that the influence of the
personal disposition of learners on their achievement of learning outcomes has been
an area of ongoing research and interest since the work of Cronbach and Snow on
aptitude-treatment interaction (ATI) in the 1960’s and 70’s (Cronbach and Snow
1977).  While interest in the ATI approach has waned, the effects of individual
differences on learning styles, cognitive development and the transfer of knowledge
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and skills have continued to exercise the minds of researchers23.  According to these
findings, people’s disposition to learn, and to transfer skills and knowledge, relates to
a broad range of personal characteristics that may positively or negatively affect the
outcomes of the activity concerned.  I noted that these characteristics relate both to
the attitudes and values that the people concerned may have, as well as the way their
perceptions of the task and the socio-cultural context motivate or de-motivate them
towards its achievement.  My reading of Stevenson (1996) revealed that he has
identified over 30 normative principles, which inculcate the values and attitudes of
persons in workplaces in the hospitality industry.  He suggests that these values and
attitudes are then reflected in the way persons in these workplaces carry out their
workplace tasks.  My interpretation of Stevenson’s work suggests that the values and
attitudes developed by people in the workplace are not only dependent on individual
disposition but also on context.  The relative importance and level of abstraction of
the various normative principles vary across different workplace contexts, in turn
affecting the displayed values and attitudes of the persons involved.
I was particularly interested in the work of Billett (1994) where he points to the
importance of dispositional knowledge (knowing the appropriate values and attitudes
required in a particular context or situation) for learning in the workplace and the
way it influences workplace behaviour generally.  I noted his reference to the fact
that dispositional knowledge is often tacit24 and is usually held and applied
sub-consciously.  It seemed to me that tacit knowledge and the way it can be shared
and used were likely to be particularly significant issues in the way people learn to
deal with change.  This position appeared to be supported by the work of Wagner
and Sternberg (1986) in which they suggest that tacit knowledge is a: ‘…product of
learning that matters most to performance in real world setting’.
Based on my reading of the research literature, I believe that motivation is a key
element of peoples’ disposition towards learning generally, including the more
specific application of learning to deal with change and new situations.  The
23 Barger et al (1997), Biggs (1976, 1987), Billett  (1994), Borowski (1994), Clancey (1992), Dweck
and Leggett (1988), Garcia and Pintrich (1994), Herriot and Pemberton (1995), McKeachie (1987,
1994), Newman (1994), Prawat (1989), Stevenson (1996).
24 Tacit knowledge is defined by Wagner and Sternberg (1986 p51) as; ‘knowledge that usually is not
expressed or stated’.
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suggested importance of motivation for both learning and work has been supported
by the work of a number of researchers across different fields.  While the overall
theories and work of many of these researchers is now somewhat dated, I suggest
that there is nonetheless a recurring theme highlighting the importance of motivation
and disposition within learning processes.  The work of a number of these
researchers is summarised on the following page, together with a brief outline of the
key aspects of their research areas as it relates to this study.
1. Maslow (1968) --- The way people are motivated by the five basic needs -
physiological, safety, love, esteem and self actualisation.  (I believe these five
areas of basic need broadly describe some of the internal and external influences
that might motivate or de-motivate a person to learn to deal with change i.e.
outside threats( physiological, safety,) or internal perceptions (self actualisation,
perceptions of esteem, etc.))
2. McClelland (1992) --- The importance of achievement and affiliation as
motivating influences for the way people work (need for achievement (nAch) and
need for affiliation (nAff)).  (These theories are somewhat dated and tend to be
focused in a positivist management / psychology paradigm.  However, I believe
that they do lend support for the a number of the suggested internal influences on
the way people might learn how to deal with change I have identified through
other research literature as well as the interpreted field data of this research
study.)
3. Hertzberg (1989) --- Hertzberg identified influences that affect job attitudes:--
(1)  Influences that tend to enhance job satisfaction (i.e. motivating or ‘hygiene’
factors): achievement, recognition, work itself, responsibility, advancement and
growth; and (2)  Influences that tend to promote dissatisfaction (i.e. de-motivating
influences): organisational policy and administration, supervision, relationship
with supervisor, work conditions, salary, peer relationships, personal life,
relationships with subordinates, status, and security.  (Once again while these
theories are largely based in positivist business management context, I suggest
that they provide some evidence to support the suggested influence of attitudes
and motivation on how people appear to learn how to deal with change)
4. Biggs (1976, 1978, 1979, 1987) and Entwhistle (1985) --- Biggs and Entwhistle
emphasise the importance of motivation for effective study skills and the
development of deep rather than surface approaches to the learning of learning
skills.  (I believe an analogy can possibly be drawn between studying or learning
generally and specifically learning to deal with change in that people may also
adopt deep or surface approaches in the way they learn to deal with new
situations.  I suggest that this early work of the ‘learning to learn’ theorists is
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echoed in the more recent findings in the area of critical learning theory and the
importance of reflection in the learning process (Boud and Walker 1991)).
5. McKeachie (1994) --- McKeachie stresses the importance of motivation as a
factor in learning and the transfer of that learning to new situations and, in
particular, the motivational variables such as ‘need for achievement’, ‘self-
confidence’ and ‘internal locus of control’.  (I was attracted to suggestions put
forward by McKeachie that ‘anxiety’ and ‘feelings of helplessness or
hopelessness’ are dispositional variables that serve to de-motivate people
against transferring learning.  I noted that McKeachie suggests that “we need
research that deals not only with cognitive aspects of transfer but also with the
interacting motivational conditions that determine whether or not learners actually
transfer the learning potentially transferable”.)
While these researchers have each dealt with personal disposition and motivation at
different times, from different perspectives and in different research contexts, I
suggest that there are some general themes which appear to be relevant to the
research problem being investigated:
1. Peoples’ disposition and motivation appears to influence the way they
learn from both formal education and experience and how they transfer
that learning to new situations and contexts;
2. The extent to which peoples’ disposition and motivation influence their
learning, and the transfer of that learning to new contexts, appears to be
modulated by both a number of personal attributes, as well as social
and organisational conditions;
3. Peoples’ disposition and motivation to learn, and to transfer that
learning, are not ‘simple’ phenomenon but involve multiple
dimensions and influences.  Disposition and motivation are therefore
difficult to directly observe or measure;
4. Peoples’ disposition and motivation to learn, and to transfer that learning
to new contexts appear be amenable to intervention targeting relevant
personal attributes and aspects of the social and organisational context.
2.7 The influence of personal control
During the course of the fieldwork of this study, as described later in this thesis,
I was struck by the number of occasions on which persons in each of the four case
studies referred to their need to ‘feel in control of the situation’ when they were
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dealing with change and new situations.  As part of the ongoing literature review
through the project, I therefore looked for possible research that may exist in this
area.  I noted that Greenberger and Strasser (1991) propose a model for describing
the role of situational and dispositional influences in the enhancement of personal
control in organisations. According to my understanding of their model, it is
suggested that people have a general desire for control, which propels them to
enhance their perceptions of covariation between their actions and desired outcomes.
Based on my interpretation of Greenberger and Strasser (1991), I believe that people
are particularly likely to act on this desire after they have experienced a perceived
reduction in control.  People appear to rely on a variety of responses in order to
maintain or enhance their personal control. I note that situational and dispositional
factors tend to influence the extent to which people react to changes in their control,
as well as ‘how they react’.  They suggest that employees in companies will often
persist in their attempts to enhance personal control, sometimes in organizationally
undesirable ways and often in areas unrelated to the source of the loss of control.
In my reading of Greenberger and Strasser (1991), I found their suggested categories
for: (1) types of responses to loss of control, (2) dispositional factors that influence
the way people respond to loss of control, and (3) situational factors that influence
the way people respond to loss of control tended to support the interpreted data of
this study.  My interpretation of the categories is listed in Table 2.2 on the next page.
My interpretation of Greenberger and Strassers’ model is also represented
diagrammatically in Figure 2.6.
As indicated above, I found the Greenberger and Strasser theories (1991) useful
when seeking to interpret the fieldwork data of the study.  I comment on these
observations and my interpretations of them in later chapters of the thesis.  In
particular, in Chapter 8, I interpret the categorisation used by Greenberger and
Strasser and compare it with my own interpretations of how participants dealt with
change in the four case studies.
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Table 2.2    Categories of responses, dispositional factors and situational
factors in Greenberger and Strassers’ control theories25
Responses to
loss of control
Dispositional
influences
Situational
influences
 Restoration
 Physiological reaction
 Cognitive adjustments
 Seeking more
information
 Avoidance
 Despair
• Information monitoring and blunting
• Styles of control enhancement, i.e…
 interfering in the actions of others
 seeking to instigate or intensify
conflict
 initiating a business or other
venture
witholding information
 immersing oneself in one’s work
working more closely to
bureaucratic regulations and
procedures
• Sampling of information
• Perceived ability
• Personality differences, i.e…
 locus of control
 self-monitoring
 risk-taking
 Attribution styles
• Contrast
• Consistency
• Modelling
• Structure of the
situation
• Priming
• Group norms
• Goal clarity
2.8 Guidance by others
In the course of my reading of the research literature I explored the research that had
been conducted on the way people in workplaces might be helped by others to learn.
In particular, I read in the areas of guided learning and cognitive apprenticeship.  I
note that the cognitive apprenticeship approach draws upon the traditions of craft
apprenticeships in that an ‘expert’ guides the learning and cognitive development of
students. It is elaborated by Collins, Brown and Newman (1989) and also discussed
by Brown and Palinscar (1989), Gott (1989) and Rogoff (1990).  Collins, Brown and
Newman used the cognitive apprenticeship approach with mathematics students in
secondary school.
25 Greenberger and Strasser (1991).
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Figure 2.3    Influences on people’s responses to perceived loss of control
Dispositional  influences
Desire to
maintain control
Responses to
loss of control
• Restoration
• Physiological reaction
• Cognitive adjustments
• Seeking more information
• Avoidance
• Despair
• Information monitoring and
blunting
• Styles of control enhancement
 Interfering in the actions of
others
 Seeking to instigate or
intensify conflict
 Initiating a business or other
venture
 Witholding information
 Immersing oneself in one’s
work
 Working more closely to
bureaucratic regulations and
procedures
• Sampling of information
• Perceived ability
• Personality differences
 Locus of control
 Self-monitoring
 Risk-taking
• Attribution styles
Situational  influences
• Contrast
• Consistency
• Modelling
• Structure of the situation
• Priming
• Group norms
• Goal clarity
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As I understand the cognitive apprenticeship approach, the guide or expert
demonstrates and explains concepts and processes and helps the learner to build and
shape their ‘cognitive orientation’ or ‘mental model’ accordingly.  The guide then
encourages the learner to practice and reinforce the concepts and skills, providing
positive and negative feedback during this process.  Once the elements of proficiency
start to become evident, the expert withdraws support to a minimum - providing a
minimal ‘scaffolding’ to support the learner’s progress.  I observed that this is a little
like the use of training wheels on a child’s bicycle.  Bruner (1985) originally
developed the theory of ‘cognitive scaffolding’ based upon the work of Vygotsky
(1978).  Vygotsky believed that effective cognitive development of a person requires
the support and guidance of ‘expert others’ (teachers, parents, experienced workers
and peers, etc.) to draw out their full potential.  In the theory of cognitive
apprenticeship, once the stage of minimal scaffolding has been reached, a process of
‘fading’ is adopted within which the scaffolding itself is gradually withdrawn until
the learner can perform to full proficiency unaided.  During the stage of fading the
expert will often encourage the learner to widen their practice into similar problems
or tasks of increased complexity or in varying contexts thereby encouraging the
development of the metacognitive skills needed for learning and transfer.
From my reading of the research literature, I observed that more recently Billett
(1993) has applied the cognitive apprenticeship model within a more general guide
for learning in workplaces.  In his guide, Billett draws upon the work of Goodnow
(1990) and Lave (1990) and others in the areas of ‘socialisation of learning’ and
‘situated learning’ respectively. He emphasises the importance of workers acquiring
skills through authentic workplace activities, guided by others.  Figure 2.4 on the
next page shows a diagrammatic summary of my understanding of the guided
apprenticeship approach recommended in Billett’s guide.  Throughout the fieldwork
there were many instances of guided learning that fit into Billett’s model in which
members of the various workplace communities helped others to learn how to deal
with change and new situations.  Based on my reading of the research literature and
my later interpretations of field observations during this study, I believe that such an
approach can be a useful tool for assisting people in workplaces to learn how to deal
with change more effectively.
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Figure 2.4    Guided apprenticeship26
2.9 Individualistic versus collaborative approaches to working, learning and
assessment
Another pattern of influence on how people learn (to deal with change in the
workplace) identified during my interpretation of fieldwork observations is the extent
to which people tend to have an orientation to ‘individualistic’ versus ‘collaborative’
approaches to working, learning and assessment.  While this was not an area
examined in the initial reading of the research literature, interpretations of the
fieldwork data alerted me to its importance to my thesis.  From the fieldwork data, I
found that ‘individualistic’ approaches appeared to be ones where the people
concerned endeavoured to access resources, solve problems and demonstrate
achievement at work or in learning as much as possible in ‘isolation’ from other
people – i.e. to achieve by their own unaided efforts.  In contrast, I also observed
more ‘collaborative’ approaches in which people actively involved others to
collectively engage learning and work activities.  These collaborative approaches
included team activities at work, networking with others to share information ideas,
seeking from and giving help to others within learning activities and recognising that
the achievement of performance and the application of skills and knowledge in the
workplace usually occurs in a social and cooperative environment rather than one of
26 After Billett, (1993, p. 7).
… consists of
gradual removal
of support
until learners
are able to
conduct the task
autonomously.
… refers to
the support that
experts provide for
learners, albeit at
more of a distance.
This support can
take the form of
providing the
learners with
opportunities to
acquire knowledge
and skills that are
within the scope of
the learner’s ability
… consists of
a process of
observation
and monitoring
as learners carry
out activities.
The expert provides
hints, feedback
clues and tricks
of the trade to
enable the learner
to achieve the
desired outcome
… involves
an expert
executing
a task so that
learners can build
a conceptual model
of the processes
required to
successfully
accomplish
the task
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isolation. As discussed in the chapters of the thesis describing my interpretations of
observations in the four case studies, the extent to which participants preferred
individualistic and/or collaborative approaches appeared to influence the success
with which they learnt to deal with change and to transfer previously learnt skills and
knowledge to new situations.  In particular, participants who preferred individualistic
approaches tended to have difficulties in learning to deal with change and in applying
or transferring their previous skills and knowledge to new situations.  Two of the
participants in the study also made specific but unsolicited reference to the way in
which their education in school and post-school education, through formal
examinations and assessment, and through performance appraisal at work all
reinforced their perception that individualistic approaches are preferred in Australian
society and workplaces.  They saw collaborative approaches as a form of cheating or
short cut and therefore ones which should be avoided.  Similar perceptions that
individualistic approaches are preferred were less directly reflected in many of the
interpreted observations of other participants.
In searching the research literature for perspectives that might support or provide
further insight on these observations, I found that Connell (1993) criticises the
‘hegemonic, individualistic and merit-based teaching, learning and assessment
practices of Australian education systems’.  Connell describes how Western systems
of curriculum and assessment tend to emphasise individualism, while most
workplaces, in fact, require high levels of social interaction.  In his paper, Connell
explains how this serves to disadvantage the working class and to advantage the
ruling elite.  He proposes an alternative “….‘equity-based’ assessment approach
(EBA) which would start from the fact that teaching and learning is inherently a
social process, a complex process of interaction…” (Connell 1993, p. 83).  I noted
that Connell’s work is primarily focussed on the political aspects of individualism
and the social disadvantage it can potentially generate.  As such I found that it is not
directly relevant to research undertaken in this study.  However, it does resonate with
my interpretations of fieldwork data indicating that a number of the participants
appeared to believe that their educational experiences had shaped their preference for
individualistic approaches to learning and dealing with change and new situations.
I do not believe that the issue is a black or white choice of adopting either
‘individualistic’ or ‘collaborative’ approaches.  For me, it is more the value and
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benefits of seeking an appropriate balance between the two, both in learning
generally, as well as the more specific application of ‘learning to deal with change’.
I found that the emphasis on the need for learning and assessment processes to
incorporate collaborative opportunities as well as individual experiences also appears
to be supported by the work of Collins, Brown and Newman (1989).  In their work
on ‘cognitive apprenticeship’, they conclude that there are five critical
‘characteristics’ affecting the sociology of learning:
1. Situated learning by which students experience tasks and solve problems in an
environment that reflects the multiple uses to which their knowledge will be put in
the future;
2. A culture of expert practice where there has been the creation of a learning
environment in which the participants actively communicate about and engage in
the skills involved in expertise
3. Intrinsic motivation in which people perform tasks or engage in learning because
they are intrinsically related to an interesting or at least coherent goal
4. Exploiting cooperation by having people working together in a way that fosters
cooperative problem solving and the sharing of knowledge and skills.  It also
fosters the situated articulation of processes and concepts assisting people to gain
conscious access to and control of cognitive and metacognitive processes and the
way these employ conceptual and factual knowledge
5. Exploiting competition by giving students opportunities to carry out similar tasks
and comparing the outcomes and processes used.  As a learning aid, competition
provides the means for revealing strengths and weaknesses of individuals and
thereby focusing on opportunities for improvement.  (I note that Collins, Brown and
Newman(1989), however, recognise the potential problems that can arise with this
characteristic i.e. some students can be inhibited by competitive situations and
competition can encourage behaviours that are socially undesirable and even
unethical.)
I suggest that the characteristics (2) and (4) of Collins, Brown and Newman (1989)
as briefly summarised above emphasise the educational value of including
collaborative approaches in learning and assessment activities, particularly in work
contexts.  Characteristic (5) identifies the value of ‘competition’ (i.e. a focus on
comparative individual achievement) as an aid to learning, albeit with qualifications
about its use and a caution on potential problems that it may generate.
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In short, from my reading of the identified research I found that collaborative
approaches appear to be very important in learning endeavours generally, and
specifically for the way people learn to deal with change. Individualistic approaches
appear also to have a role in learning activities but the benefits need to be considered
in the light of potential problems.  The optimum approach appears to be an
appropriate mix of both individualistic and collaborative elements.  As discussed in
more detail in the conclusions of this thesis, this has implications not only for the
way people in workplaces learn how to deal with change but more generally for an
appropriate balance between collaborative and individualistic (or competitive)
approaches in learning and assessment activities within both school and post-school
education.
2.10 Learning organisations
An area of research that appears to significantly intersect with this thesis is that
focused on ‘learning organisations’27. The research is based upon the claim that all
organisations and persons within them are facing frequent changes requiring ongoing
learning and adaptation at the individual, group and organisational levels.  It tends to
have a business management focus and can be probably criticised for an
unproblematic treatments of learning, i.e. that learning within organisations can be
facilitated by as series of actions initiated by managers or leaders within the
organisation following a set of rules and principles.
From my reading of the literature, I noted that the researchers see that work on
learning organisations requires a holistic approach, using information gathering and
analysis techniques drawn from a range of ethnographic and action research
paradigms.  I observed that the ‘learning organisation’ field of research draws
heavily on theories of cognition and metacognition, (i.e. mental models, critical
thinking and cognitive apprenticeship), situated learning, communities of practice
and Vygotskyan approaches to guided and group learning.  In my understanding of
the approach suggested by Marquardt (1997) there are six important types of skills
needed in learning organisations that need to be applied in an integrated way across
all levels of the organisation.
27 Field et al (1990); Field and Ford (1995), Limerick and Cunningham (1993), Lorange (1996),
Marquardt (1996, 1997) and Senge (1990 ), Zucchermglio (1992).
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These are summarised below:
1. systems thinking (a conceptual framework that facilitates the capacity to
visualise whole systems and interrelationships between systems as well as their
component parts);
2. mental models (deeply ingrained assumptions that influence how people
understand the world and take appropriate action. [analogous to cognitive
orientation]);
3. personal mastery (the high level of proficiency and knowledge required in
relevant subject and skill areas.  This is seen to be updated on an ongoing basis
as part of continuous and lifelong learning);
4. team learning (the synergistic learning that occurs within a team cooperatively
committed to achieve the outcomes and results that its members seek);
5. shared vision (the skill of generating shared ‘pictures’ of the future that foster
genuine contribution and commitment and enrolment rather than mere
compliance); and
6. dialogue (intense, high level, high-quality communications, listening and sharing.
It requires the free and creative exploration of subtle issues, a deep listening to
one another and suspending of one’s own views).
The diagram shown in Figure 2.5 below, adapted from Marquardt (1997),
summarises my understanding of the approach he recommends for the enhancement
of organisational learning.
Figure 2.5    Approach to learning in theory of ‘learning organisations’28
28 After Marquardt (1997)
Levels of learning
• individual
• group
• organisation
Skills
• system thinking
• personal mastery
• team learning
• shared vision
• mental models
• dialogue
Types of learning
• adaptive
• anticipatory
• generative
• single and double loop
• actionLearning
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Notwithstanding the limitations of this field of research alluded to earlier, I suggest
that the key relevance of ‘learning organisation’ theory to this thesis is the extent that
it confirms and informs the multi-dimensional aspects of how people appear learn to
deal with change or transfer their previously learnt skills and knowledge to new
situations.  This encompasses the internal and individualistic aspects such as mental
models or cognitive orientations and dispositions to learn and apply learning, as well
as the external influences such as the ‘socio-cultural contexts’ in which learning and
the application of that learning and transfer takes place.  Learning organisation
theory also focuses attention on the way in which the handling of new situations
takes place in an organisational context.  In particular, it elaborates on how transfer
of knowledge may occur, or should occur, interactively at the individual, group and
organisational levels.
2.11 Organisational theory and politics of change
I believe that within all organisations and workplace communities, there exists a
complex system of power relationships.  I suggest that individuals within the
workplace communities, and the work groups in those communities to which they
belong, appear to be inevitably influenced and affected by these power relationships.
My reading of research literature in the area of organisational power and politics 29
indicated to me that persons and groups facing new situations and changes in the
workplace do so in a context in which they both hold, or potentially hold, some
power and are in turn affected by the power held by others.  I noted that Morriss
(1987) sees power as a ‘dispositional concept’, a capacity to affect others’ behaviour.
He appears to draw a distinction between the ‘disposition’, i.e. the ability to affect
others; the ‘exercise’ of that disposition, i.e. actually affecting others; and the
‘vehicle’ for exercising power, i.e. that which enables it to be done.  My reading of
Mintzberg (1992b, p. 474) confirmed for me the notion that the power of the
individual in or over the organisation reflects some dependency that it, the
organisation, has some gap in its own power as a system, i.e. an uncertainty that the
organization faces.
29 Boyett (1995, Coch and French (1987), Drucker (1993), French and Raven (1989), Harang (1996),
Hendry (1995), Kotter (1987), Mintzberg (1992b), Orr (1992), Salancik and Pfeffer (1987),
Watkins (1985), and Waugh (1996).
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Mintzberg suggests there are five main bases of power:
1. control of resource(s);
2. control of technical skills;
3. control of a body of knowledge;
4. legal prerogatives (exclusive rights or privileges to impose choices); and
5. access to, or influence over, those who hold power due to one or more of the
previous four.
In terms of this thesis, I recognised that these ‘five bases of power’ represented ways
in which people might perceive a loss of control (or power) as a result of change
(i.e. no longer controlling resources, loss of relevance of skills, loss of relevance of
knowledge, losing decision-making privileges, or no longer being able to influence
others who have power).  Through my reading of Mintzberg (1992), I also found a
way of describing workplace communities examined within my four case studies.
Mintzberg’s paper alerted me to the possible power relationships within an
organisation or workplace community and how they may reflect an interplay of
power between a range of internal and external influencers.  The internal influencers
are the full time employees, those people charged with making decisions and taking
actions on a permanent regular basis.  It is they, according to Mintzberg, who
determine the outcomes, which express the goals pursued by the organisation.  The
external influencers are non-employees who use their bases of influence to try to
affect the behaviour of the employees (e.g. owners, associates and publics).  A brief
description of the main internal and external influencers of an organisation or
workplace community, identified from Mintzberg’s typical ‘cast of players is
provided below. (Mintzberg 1992a, p. 477).
Internal Influencers
Top or general management
The general manager or chief executive officer (CEO).
Operators
The workers who actually produce the products and services or who provide
direct support to them such as machine operators and maintenance staff in a
manufacturing plant or the doctors and nurses in a hospital.
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Line Managers
These are the managers who stand in the hierarchy of line authority from
the CEO down and include the first line managers to whom the operators
formally report.
Analysts of the Technostructure
Staff specialists who concern themselves with the design and operation of
the systems for planning and for formal control including work analysts,
cost accountants and long range planners.
Support Staff
Staff specialists who provide indirect support to the operators and the rest
of the organisation, including secretarial and clerical staff, researchers,
public relations officers, legal counsel, cafeteria staff, etc.
Ideology
While technically inanimate, Mintzberg suggests this influencer ‘shows
every indication of having a life of its own’.  It is the set of beliefs or culture
shared by the organisation’s internal influencers that distinguishes it from
other organisations.
External Influencers
Owners
Owners are those who hold the legal title to the organisation.
Associates
The associates within a workplace community include (1) the suppliers of
an organisation’s input resources; (2) the clients for its output products
and services; (3) its training partners; (4) its trading competitors; and (5)
its contractors and commissioned consultants. (Mintzberg points out only
associates who resort to ‘voice’ i.e. contacts other than a purely economic
nature can be counted as influencers).
Employee Associations
Employee associations include unions and professional associations
(Mintzberg points out that they are influencers to the extent that they seek
to influence the organisation in other than purely economic ways).
Publics
Mintzberg defines publics as being groups representing special or general
interests of the public at large.  They include: (1) general groups such as
families, opinion leaders, etc.; (2) special interest groups such as
conservation movements, local community organisations; and (3)
government in all its forms : national, state, local departments, ministries,
agencies, regulatory authorities, etc.
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In Figure 2.5 below, I provide a graphical representation of an organisation or
workplace community based on Mintzberg’s original diagram.  This approach for
presenting a workplace community was subsequently used to describe the work
communities in the four case studies of the research study.
Figure 2.6     Typical ‘cast of players’ in the power structure of an organisation30
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30 After Mintzberg, (1992a, p. 478)
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2.12 Ways of knowing and learning
From my interpretations of field data, I noted that participants tended to have
different foci for the strategies they adopted when they were learning to deal with
change and transferring previously learnt knowledge and skills to new situations.  I
noted that some had primarily a task focus, some had a people focus and others
adopted a self-focus.  I noted, however, that participants perceived by themselves and
others to be most proficient in dealing with change tend to have a combination of all
three.  Following a search of the literature it was found that Mezirow’s (1991b)
elaboration of Habermas’ theory of cognitive interest supported these interpretations
of the collected data.  My interpretation of the Mezirow’s paper, suggests three areas
of cognitive interest, or ways of knowing: ‘instrumental’, ‘communicative’ and
‘reflective’.  These appear to represent three different modes of adult learning: i.e.
(1) learning from work, i.e. a task focus, (2) learning from others, i.e. a people focus,
and (3) learning from one’s own history and experience, i.e. a self focus.  This
interpretation of Mezirow’s theory is represented as a diagram in Figure 2.7 below.
Figure 2.7   Ways of knowing and learning in adult education
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I noted that Mezirow developed his theory to propose ‘perspective transformation’ as
a means for learners to “…construe their experience in a way in which they may
more clearly understand the reasons for their problems and understand the options
open to them.” (Mezirow: p. 78).  He recommends a ‘charter for andragogy’, i.e. a
proposal for an organised and sustained effort to assist adults to learn in a way that
enhances their capability to learn as self-directed learners.  I believe Mezirow is in
effect proposing a twelve-point plan for adults to take more ‘control’ over their
learning.  While Mezirow’s ‘charter for andragogy’ is aimed at the broad area of
adult education, I suggest that the thrust of Mezirow’s theory supports interpreted
outcomes described in Chapters 9 and 11 of this thesis, i.e. that the participants in the
four case studies who appear to be best able to apply their own experience and
previous learning to novel situations or changes felt that they had some ‘control’ over
how they learnt to deal with the situation.
2.13 A synthesis of the outcomes of the literature review in the context of the
research topic
The literature review carried out as part of this study has been primarily used as a
tool in two ways:
1. to orient the planning of the field work and in particular, the research
questions to be explored and the trigger questions to be used during
fieldwork interviews at the four case study sites; and
2. to assist in the interpretation of the collected research data and to
position interpreted outcomes within the identified body of existing
research in related fields.
The overall focus of the literature review was to identify research that dealt directly
or indirectly with the internal and external influences on the way people learn to deal
with change and transfer previously learnt knowledge and skills to novel workplace
situations or problems.  The outcomes of the literature review tended to confirm my
suggestion that a complex set of influences appears to affect the way people in
workplaces learn to deal with change and transfer prior knowledge and skills.  Some
of these likely influences are external to the people concerned and include:
 the workplace culture and power structures of the organisation in which the
people are working;
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 the extent to which the people concerned have access to relevant
information, people, training opportunities and other resources needed for
effective learning to take place on how to deal with change (this includes
guided learning in the workplace); and
 the nature and causes of the changes concerned and the extent to which
the changes are able to be influenced by the people involved.
Some of the likely influences are internal to the people concerned and include:
 their available knowledge and skills (including propositional, procedural,
dispositional and strategic knowledge and technical, cognitive,
metacognitive, and interpersonal skills);
 the way they know and learn, including from tasks (utilitarian), from people
(communicative) and from themselves (reflective)
 their disposition to the task of learning to deal with change, including the
effects of motivation, their positive and negative attitudes to change, their
perceived locus of control and the way in which their disposition is
susceptible to various external influences;
 their own perceptions of whether learning, performance and achievement
are an individualistic and/or a collaborative activities;
 their perceived locus of control over both change and their learning to deal
with change; and
 the extent to which the Key Competencies (identified by Mayer (1993)) are
utilised as an aid in the learning how to deal with change and novel
situations
Based on my reading and review of the literature, I did not expect that the internal
and external influences would be mutually exclusive.  On the contrary, as people
carry out their work and learn to deal with change and novel situations in the work,
they interact within the network of other persons both inside and outside of the
workplace.  They will thus influence and be influenced in various ways by the
context within which they work.  As discussed in the next chapter it is this complex
set of apparently interrelated influences that appear to affect the way people learn to
deal with change that prompted me to select a case study research methodology
broadly falling within the interpretivism-constructivism paradigm.
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Chapter 9 compares the outcomes of the review of the research literature with the
interpreted outcomes of the fieldwork.  Chapter 10 looks at specifically at the key
educational issues arising from the analysis of the data and options for action that
can be taken by teachers and trainers, workplace managers, supervisors and team
leaders, and the students, trainees, apprentices and people themselves to assist people
to better learn how to deal with change in the workplace and to transfer their
previously learnt knowledge and skills to novel work situations and tasks.
Chapter 12 provides a summary of the overall conclusions of the study.
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CHAPTER  THREE
METHODOLOGY
3.1 Case study approach using qualitative methods
As recommended by many of the research theorists consulted through the literature
review59, I sought to fit the ‘research methodology to the problem’ rather than the
‘problem to a methodology’.  The following key aspects of the problem were taken
into account in selecting the proposed approach.
1. From the literature review, I identified that the way people learn to deal with new
situations involves a complex set of influences, including personal cognitive skills
and structures and dispositions, socio-cultural context, organisational and power
structures and even the nature and politics of change itself.  Much research to
date has focused on specific influences and has not sought to present a holistic
descriptive reconstruction of specific case studies.  The chosen method is
capable of doing this.
2. Tightly controlling any or a number of variables, and collecting data from a large
number of sites, would have inevitably meant sacrificing much rich data about the
problem.  I recognised that the chosen methodology was capable of capturing the
rich contextual and personal data available, even if this meant limiting the number
of sites and thereby constraining the generalisability of results.  A narrowly
focused highly controlled experimental design was therefore not appropriate.
3. I recognised that there are probably sites in which some members of the
workplace community may be seriously restricted in the way they can learn to
deal with new situations or transfer their previous learning to new situations by
aspects of the organisational power structures and/or socio-cultural context within
which they work.  I noted that such a situation would suggest the application of
research approaches within the ‘critical theory’ paradigm and in particular an
action research or emancipatory research approach60.  However, I believed it
would be premature for the proposed research method to focus specifically on
the emancipation of the disadvantaged in workplace communities and their
empowerment to learn to deal with new situations and/or to transfer their previous
learning to the situations.  Such studies are a logical later progression from the
current one.  I believed the first priority should be to initially develop overall case
59 Bogdan and Taylor (1975), Burgess, (1984), Carspecken and Apple (1992), Denzin  (1994), Guba
and Lincoln (1994), Husein (1988), Janesick, (1994), Lancy (1993), LeCompte and Preissle
(1993), Maykut and Morehouse (1994), Schwandt (1994), Stake (1994, 1995), Wiersma (1986),
Yin (1986)
60 Kemmis (1988), Kemmis and McTaggart (1993), Lakomski (1988) McTaggart (1989, 1993),
Pattai (1994), Smith (1993), and Whyte et al (1991).
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studies that provide holistic, interpretive descriptions of how specific workplace
communities and the individuals within them learn to deal with change.
Given these considerations, research approaches falling within the chose a case study
research methodology selected broadly falling within the interpretivism-
constructivism paradigm61.
3.2 Description of methodology
The methodology involved fieldwork at four contrasting sites chosen on the basis of:
(1) the willingness of the managers and workplace community members to
participate, and (2) a workplace context in which there had recently been, or there
was likely to be during the field work, ‘changed situations’ of some kind with which
the workplace community has had to cope.  The methodology involved the use of
case study methods as recommended by Stake (1994, 1995).  It also incorporated the
approach described by Carspecken and Apple (1992, pp. 517-549).  The five stages
of the approach proposed by Carspecken et al., as adapted for this project, are
summarised below and shown graphically in Figure 3.1.  Threaded through all stages
of the case study methodology was the application of the ‘critical incident technique’
used by Flanagan (1954, 1978) and others.
Stage 1 -- Monological data collection
The first stage of the fieldwork at each site involved the collection of primary data.  This
data was primarily objective and involved collection and examination of factual evidence
of what is and what took place.  It also involved initial meeting/interviews with managers,
groups and individual persons at each research site.
Stage 2 -- Preliminary reconstructive analysis
The primary record was constructed progressively over a long period of time at each
site.  Patterns of observations and responses gradually began to emerge as the
fieldwork proceeded.  This enabled a preliminary analysis to be carried out.  The
analysis focussed on inferring meaning from the field notes in the separate steps: (1)
noting possible meanings within the field notes in which they occur; (2) reconstruction of
normative factors that support the inferred meanings (unstated, background sets of rules
and assumptions); and (3) reconstruction of speculations about the subjective states of
the individuals under study.
Stage 3 -- Dialogical data generation
In this stage, the generation of dialogical data was undertaken.  Dialogical data
generation involved further dialogue with the persons involved in the study to gain more
61 Guba and Lincoln (1994), Husein (1988), Lancy (1993), Stake (1994, 1995), Schwandt (1994),
Woods (1985), and Yin (1986).
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clarity on the subjective and normative reconstructions commenced in Stage 2.
Carspecken and Apple (1992) suggest there are a number of reasons why dialogical
data generation is essential in interpretive research: (1) it allows the people under study
some control over the research process, (2) it is necessary to satisfactorily complete the
normative reconstructions commenced in Stage 2, (3) dialogical methods are
empowering to the groups being studied, (4) dialogical techniques yield contrast data
(i.e. contrasts between the way people act and speak in naturalistic settings and the way
the same people talk about their behaviours in an interview or group situation); and (5)
dialogical techniques aid in the discovery of normative structure.
Figure 3.1    Methodological stages62
Stage 4 -- Describing system relationships
In this stage, the relationships between social sites and social groups were examined
(e.g. at the large organisation between the various workshops, laboratories, head office
etc.).
Stage 5 -- Explaining system relationships
In the fifth stage, I endeavoured to integrate the findings of stages 1 through 4 into a
broad and holistic interpretation of the way the workplace communities concerned deal
with changes and new situations, and the way they transfer prior learning in the process.
This interpretation is provided in Chapter 8.  The interpretation in Chapter 8 includes an
outline of the relationships and roles of the individuals, the groups and the organisations
involved.  I also sought to explain the way system relationships and the socio-cultural
dimensions of the workplace community appear to influence the transfer process, based
on the analysis of the interpreted observations.
62 After Carspecken and Apple (1992).
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Data collection methods included interviews, ‘visual’ observation, group meetings,
workshops and collection and analysis of artifacts, documents, instructions, policies,
etc.  The data was collected from individuals, managers, and intact groups within the
workplace communities.  The data collection methods allowed for the triangulation
of data during the interpretation and analysis activities.  They involved collection of
data from individuals, groups and the organisation.  Each data collection instrument
incorporated the ‘critical incident technique’ to provide the required focus on specific
changes and new situations.  Each had a protocol and associated working documents
prepared and trialed thereby ensuring replicability of the methods.  The approach
used has been drawn from research methods suggested by a wide range of authors63.
The data collection methods are graphically illustrated in Figure 3.2.
Figure 3.2    Data collection methods
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3.3 Critical incident technique
Central to the methodology is the use of the ‘critical incident technique’.  This
technique involved collecting qualitative data by focusing on critical incidents within
the experience of the persons being observed and then analysing and interpreting the
incident reports.  The ‘critical incident technique’ was used as a central component
of all of the data collection instruments.  One of the earliest proponents of the
‘critical incident technique’ was Flanagan (1954, 1978).  Flanagan reports on the use
63 Adler and Adler (1994), Ball (1988), Clandinin and Connelly (1994), Flanagan (1954, 1978),
Fontana and Frey (1994), Huberman and Miles (1984), Jorgensen (1989), Keating et al (1996),
Leedy (1993), Sharpe (1988), Stake (1994, 1995), Stenhouse (1988), Tripp (1993), and Whyte
(1984).
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of the approach by the Aviation Psychology Program within the US military forces,
as well as in a number of commercial aviation applications and production operations
within manufacturing plants.  Flanagan traces the technique to the studies of Sir
Francis Galton and the time and motion studies conducted by early industrialists
seeking to improve productivity.  The use of the technique declined in the ‘60s and
‘70s due to its perceived subjectivity and therefore its unsuitability for the preferred
positivist, quantitative research methods of the time.  More recently, with the
increase in acceptance and use of qualitative research methods, the critical incident
technique has re-emerged as a valuable tool in collecting qualitative data.  Woolsey
(1986) used the technique extensively in her work on women’s networks, women’s
self-actualisation and same sex friendships.  Tripp (1993) demonstrated the use of the
critical incident technique as an excellent way to develop in teachers an increased
understanding of and control over professional judgement, and thereby over practice.
He also used it as a means for classroom action research.  Christie and Young (1995)
used the critical incident technique as part of an action research program aimed at
helping vocational and adult educators in the Northern Territory of Australia dealing
with critical situations in classroom management.  Brookfield (1995) recommends
the critical incident approach as a powerful tool for teachers involved in action
research in the classroom and as a central component to critically reflective teaching.
The essential steps in the critical incident approach as detailed by Flanagan (1954,
1978) and adapted by subsequent researchers are: (1) define the general aim of the
activity to be investigated, (2) specify the way incidents are to be collected, (3)
collect the incidents from the persons being observed using individual interviews,
group workshops and/or surveys, (4) analyse and classify the incidents according to a
predetermined set of criteria, although variations of this process involve an iterative,
adaptive classification approach, and (5) interpret and report on the data (keeping in
mind any limitations or constraints on the research).  Typically, incidents are
collected by asking participants to reflect upon critical situations or phenomena in
their relatively recent experience and requesting the participants to describe and
elaborate on them.  Prior to the actual collection of critical incidents, the participants
are given a brief background to the study in question, an overview of the critical
incident approach and are oriented to the task by being asked to reflect upon
specified aspects of their experience.  Once collected, the responses are transcribed
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and verified with the participants concerned.  Often, at the time of verification,
clarification and/or further elaboration of the reported incidents is pursued.  An
example drawn from the work of Christie and Young (1995, p. 12) is reproduced
below:
Please focus on your recent teaching experience and in particular your interaction with your students (some
minutes for reflection).
Please write down a particular incident from your recent teaching experience, which you remember as
important or significant in your personal or professional development (ample time to write as much as
informant wanted).
During the fieldwork, data was collected using critical incident methodologies at
individual, group and organisational levels.  The critical incidents that were explored
with the participants and groups focused on novel or unusual situations or changes
they faced at work and how they dealt with them.  The process for the collection and
analysis of the critical incident data was informed by work of Tripp (1993, p. 27).
Tripp proposed a framework within which various kinds of questions about the
critical incidents and subsequent analyses and judgements can be structured to yield
rich interpretations of collected data.  Table 3.1 below describes these various kinds
of questions, analyses and interpreted information involved in Tripp’s approach.
Table 3.1 Kinds of judgement and analysis used in critical incident analysis64
Kind of judgement Kinds of analysis
Information required Questions asked People involved
Practical Procedural What should I do?  How?
When?  Where?
For and/or with whom?
Descriptive What happened? Who was involved?
Causal What made it happen Who acted?
Diagnostic Effectual What does it do? For whom?
Affectual What does it feel like? For whom?
Semantic What does it mean? To whom?
Explanatory Why did (does) it occur? With whom?
Reflective
Personal
Evaluative
Justificatory
Do I like it?
Is it a good thing?
Why?
Do others like it?
For whom?
Critical Classificatory What is it an example of? Whose classification?
Social Is it just? For whom?
64 Reproduced from Tripp (1993, p. 27).
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3.4 Quality control of the research process
There has been much debate over many years on the relative quality of qualitative
research methods relative to quantitative methods65.  Much of the discussion on the
relative merits of qualitative and quantitative research methods has focused on
whether qualitative research can satisfy the required ‘quality standards’ traditionally
used for quantitative research designs in the areas of internal and external validity,
reliability and objectivity.  Advocates of the qualitative approach argue that the
interpretive, descriptive approach of qualitative research is not primarily focused on
‘generalisability’ of findings but rather on whether the reconstruction of the social
context under study adequately reflects the events, relationships, structures, views
and values of the individuals in that context given the intended focus of the study
concerned.  As such, the quality benchmarks of quantitative research methods are not
seen as appropriate for the qualitative approaches.  In their place, they suggest
measures such as: (1) the degree of triangulation used to confirm observations and
interpretations, (2) the extent of participant verification of observations and
interpretations, (3) the way in which reflexivity is acknowledged and managed; and
(4) the way the researcher acknowledges and accounts for how the variation in
meanings of text and the value positions of both the researcher and the audience
affect the interpretation of the reconstructed social context (Janesick 1994;
Richardson 1994).  Eisenhart and Howe (1992, p. 657) suggest that it is possible to
have general standards of quality or validity that cover both qualitative and
quantitative research.  They advance five general standards for validity in
educational research.  I adopted these as quality criteria for the research design.
These five standards are summarised below:
Standard 1: The fit between research questions, data collection
procedures, and analysis techniques
The data collection techniques employed should fit or be suitable for answering the
research question(s) entertained.  It follows therefore that research questions should
drive data collection techniques and analysis rather than vice versa.
65 Altheide and Johnson (1994), Berg (1989), Bogdan and Taylor (1975), Burgess (1984, 1985),
Denzin (1988), Eisenhart and Howe (1992), Eisner (1992), Lather (1986a), Lather (1986b),
LeCompte and Preissle (1993).
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Standard 2: The effective application of specific data collection and
analysis techniques
Data collection and analysis techniques must be competently applied in a more or less
technical sense.  Eisenhart and Howe (1992) argue that research arguments cannot be
valid without credible reasons for a specific choice of persons to be observed, data-
gathering procedures and analysis techniques.  Appropriate principles guide how
interviews should be conducted, how instruments should be designed, how sampling
should proceed and how data should be reduced.
Standard 3: Alertness to and coherence of prior knowledge
Research studies must be judged against a background of existing theoretical,
substantive or explicit knowledge.  For arguments to satisfy this standard, Eisenhart and
Howe (1992) suggest they must demonstrably build on some theoretical tradition or
contribute to some substantial area or practical arena.  Assumptions and goals
embedded in the development and conduct of the study must be exposed and
considered and the derived arguments placed in appropriate context and compared to
those of other relevant studies.  They also point out that the researcher’s own prior
knowledge or “subjectivity” is the basis for his/her distinctive contribution.  They explain
that this comes from joining personal interpretations and knowledge with the data that
have been collected and analysed.  It is important to make these subjectivities explicit if
they are to advance rather than obscure the validity of the research.
Standard 4: Value Constraints
Eisenhart and Howe (1992) note that educational research is subject to both external
and internal value constraints and that to ensure validity, researchers must discuss the
values involved, i.e. the worth in importance or usefulness of the study, and the risks of
the study.  External value constraints concern the worthwhileness of the research, i.e. its
value for informing and improving (educational) practice.  This has implications for the
scope and context in which the study is cast, the identified audience who are likely to be
the beneficiaries of the research, and the language, form and distribution of the research
outcomes.  Valid research studies and arguments should explicitly address, in language
that is generally accessible to the community of interested parties, the importance of the
research and its (potential) usefulness.  In this regard, it is worth noting that for
interpretive research there are at least two key audiences with an interest in the
research outcomes: (1) the community of researchers in the field(s) of study, and (2) the
community of practice which is the subject of the research.  Internal value relates to the
implications of research ethics.  Researchers must weigh the quality of the data they can
gather against such principles as informed consent, confidentiality, privacy and truth
telling.
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Standard 5: Comprehensiveness
The comprehensiveness of a research project is judged against the overall clarity,
coherence and competence of the study (its theoretical and technical quality), as well as
the balance between its overall technical quality, its value and importance and the risks
involved.
The main techniques used to ensure the required quality of the research process and
outcomes are triangulation, participant verification, detail and replicability of
research protocols and procedures, and the monitoring and management of
reflexivity.  The proposed techniques are based on approaches consistently
recommended by eminent theorists in qualitative research methodology66
Figure 3.3    Quality control of research process and outcomes
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Quality Control
Triangulation
One method of improving the quality of research outcomes adopted is that of
triangulation.  Triangulation is defined by Denzin (1988) as ‘the application and
combination of several research methodologies in the study of the same
phenomenon’.  The diverse methods and measures, which are combined, should
relate in some specified way to the theoretical constructs under investigation.  The
triangulation approach seeks to overcome systemic weaknesses or biases that may be
characteristic of a single methodology.  Denzin points out while methodological
triangulation is most commonly used in the social sciences, it is but one of a number
of types of triangulation that can be used either singly or preferably in combination.
66 Altheide and Johnson (1994), Berg (1989), Burgess (1984, 1985), Denzin (1988), Eisenhart and
Howe (1992), Eisner (1992), LeCompte and Preissle (1993), Leedy (1993), and Sharpe (1988).
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There are four main types of triangulation usually referred to in the literature
(Burgess 1984; Denzin 1988):
1. Data triangulation involving time, space or persons.  (a) Time triangulation is
where the researcher attempts to consider the influence of time using cross-
sectional and longitudinal designs.  (b) Space triangulation is where the
researcher undertakes some form of comparative study across different locations.
(c) Person triangulation is where the researcher uses different levels of analysis
concurrently (i.e. individual, interactive among groups and collectively).
2. Investigator triangulation involving the use of multiple rather than single
observers.
3. Theory triangulation consisting of the use of more than one theoretical scheme
in the interpretation of the phenomena.
4. Methodological triangulation using ‘within method’ and/or ‘between method’
triangulation.  (a) Within method triangulation is where the same method is used
on different occasions for the same participants.  (b) Between method
triangulation is where different methods are used in relation to the same object of
study.
In the research study, multiple data sources and multiple methods were used (1b, 1c,
4a and 4b above).  Triangulation using multiple data sources was achieved by
conducting research at separate and contrasting sites, as well as by gathering data and
conducting analysis at the individual, group and organisational levels.  Triangulation
using the 'between-method' approach was achieved through a combination of the
following processes:
1. observation of participants and groups in the work environment;
2. interviews with participants about themselves;
3. interviews with participants concerning their organisation and the workplace
community;
4. collective dialogues with groups within the workplace community;
5. interviews with managers; and
6. collection and review of relevant artifacts (policies, memos, training materials,
etc.).
Another approach strongly supported in the literature for ensuring validity within
qualitative research is to verify data with participants.  This includes verification of:
(1) the researcher’s record of their responses or observations of their performance,
and (2) the researcher’s interpretations of those responses and/or performances
(Sharpe, 1988).  The participants are asked to confirm and/or comment upon the
records and interpretations.  Their responses are recorded and taken into account in
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the generation of theory.  In this study, all records of interviews, dialogues and
observation, as well as interpretations of them, were discussed and verified with the
participants concerned.  Records were kept of their verification or otherwise.  The
recorded information provided was subsequently used to confirm the accounts; vary
the accounts, where justified, or to gain further insight into the interpreted
phenomena.  It was found that the approach worked very well.
The external validity of the study is dependent upon the extent to which the study can
be replicated by other researchers at similar or different sites, or at the same site at
other times.  This is reliant on the extent and quality of the documented detail of
research protocols and procedures, as well as the quality and appropriateness of the
protocols and procedures for the research study in the first place.  Sowden and
Keeves (1988), drawing on the work of Miles and Huberman (1984) argue that
systematic procedures need to be established and carefully documented concerning:
(1) the collection of primary data, (2) the interpretation of data, (3) the drawing of
conclusions, (4) testing conclusions for consistency and coherence, and (5) the
simplification of the tasks of analysing large bodies of qualitative data.  Sowden and
Keeves (1988) suggest that the documented information on protocols and procedures
should provide an ‘audit trail’ for other investigators who could replicate the steps
involved to verify the way data is collected and analysed.  Consistent with this
quality requirement, the methodology used has been explained in sufficient detail to
enable other researchers to replicate the processes used.  Copies of protocols used in
the research are provided as appendices to the thesis.
An issue of significant importance is how to manage the inevitable reflexivity in the
research.  Reflexivity is the effect upon both the researcher and the participants of the
interaction that takes place between them during research activities.  Whatever their
position, values, etc. before their interaction, inevitably they are influenced by the
contact and the dialogue.  Even questions in a questionnaire tend to cause a
participant to reflect on their own position or some aspect of their lives in a way that
would not have occurred without the cue from the survey instrument.  This reflection
is likely to influence their cognitive structure and/or their disposition to the problem
being addressed.  Altheide and Johnson (1994, p. 496) suggest “experienced
researchers, then, do not avoid reflexivity; they embrace it.”
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Adopting this philosophy, I sought to ‘manage’ the reflexivity by the use of the
following strategy:
1. Within the five-stage method described above, effort was concentrated, as far as
possible in Stage 1, on just collecting factual information and direct reports from
participants with minimal interaction from the researcher.  This was intended to
minimise reflexive effects at the commencement of the study to allow some
benchmarks to be established.
2. Changes in person’s views and positions, etc. relevant to the problem were
monitored by asking similar questions progressively during the study.  Observed
changes in views and positions were identified, analysed and are summarised in
Chapter 8.
3. Similarly, I reflected upon my own views and positions at periods during the
study.  Changes in the views and positions were noted and analysed.  These
effects are also commented upon in Chapter 8.
4. Chapter 8 discusses the inevitable reflexivity that occurs in all research, the
observations made on reflexive effects and the implications of this reflexivity for
the research findings of the study.
3.5 Ethics strategy for the study
The literature on ethical considerations for qualitative research revealed that the
maintenance of ethical standards is not straightforward, usually requiring an
appropriate balance between ethical controls and fidelity in the reported findings67.
Many theorists on ethics in research see the ultimate choice resting with the
researcher and that the sensitivity of the issues involved will vary from study to study
depending on context.  Dehle et al (1992), drawing on the work of May (1980),
propose that five ethical positions, or philosophies, shape the ethical position of
different researchers.  While they suggest each ethical position will always be present
to some degree, they point out that there will always be a particular emphasis.  For
this study, I saw my primary position being a ‘covenantal’ one with the emphasis on
‘people orientation’.  An approach was therefore selected that favours the protection
of people, i.e. the participants.  If necessary, I was prepared to make appropriate
explanations in the thesis to inform the reader of any resultant limitations on the
findings.  However, this has not proved necessary.
67 Deyhle et al (1992), Foote (1984), Dockrell (1988), Hess Jr (1992), Kimmel (1988), LeCompte
(1992), Punch (1986).
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Figure 3.4    A summary of ethical positions in qualitative research68
Teleological position
Utilitarian position
Deontological position
Position based on critical
theory and advocacy
Covenantal position
An effective way to improve practice in a particular field
so that the field may benefit as many people as possible
A means to discovering general knowledge not
accessible through quantitative approaches
A research approach that has its own well-defined
principles determining appropriate practice
A method for enhancing the lives and concerns
of otherwise neglected and oppressed peoples
A research method that maximises the  "people oriented"
skills and capacities of a particular type of person
Qualitative Research
The basic approach used in the fieldwork involved five main activities:
(1) negotiated agreement with the involved organisations, (2) written information on
the study in plain English format handed and explained to the participants,
(3) informed consent from participants at the time of entry to the field, after a
comprehensive explanation of intended processes and reporting intent, (4) participant
verification of observations and interpretations, and (5) solicited comments and any
suggestions for changes on draft reports of findings (suggestions and comments were
sensitively discussed with the affected parties to try to ensure high levels of validity
while still attending to ethical concerns). The approach is summarised in Figure 3.5.
The researcher was already well versed in the issues involved in this approach, as it
is consistent with his style of previous research and consulting activities.  Apart from
these specific initiatives to maintain ethical standards, I sought to remain sensitive to
the reactions and responses of all persons with whom I was involved.  I approached
all field activities with due care and empathetic understanding.
68 After Deyhle et al (1992).
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Figure 3.5    Procedures to maintain ethical standards
Informed consent sought
from from all participants
Participant verification sought of
observations and interpretations
Agreement with involved organisations
on proposed methodology
and reporting arrangements
Summary of study aims and
methodology to be distributed
and explained to all participants
All published findings to be prepared
in draft form and comments and/or
suggested changes sought from the
organisations and participants involved
In the unlikely event that an organisation
and or participants cannot reach
agreement with the researcher, the
matter will be discussed with the study
supervisors.  If this occurs, negotiations
will be conducted to reach an acceptable
alternative and the methodological or
reporting variation explained in the
thesis dissertation.
3.6 Critical methodological issues
Methodology theorists identify many critical issues involved in the conduct of
interpretive-qualitative research.  However, from the review of the literature on
research methodology, three were identified as being of particular significance to this
study.  These are: (1) identification of tacit knowledge (i.e. knowledge not usually
expressed or stated (Wagner and Sternberg 1986: p. 51)), (2) value position of
researcher, and (3) credibility of researcher.  These are briefly discussed below,
together with the strategy adopted to deal with each.  Central to the research problem
is how to reveal the propositional and declarative knowledge held by participants and
the workplace cultures of the organisations and groups to which the participants
belong.  Both the knowledge and cultures are often tacit in nature and are difficult to
observe first hand.  Burgess (1984, 1985) suggests careful and sensitive questioning
and interpretation and the use of triangulation and verification over a reasonably long
period of time to uncover information on tacit knowledge and details of workplace
culture.  This approach was adopted in the research methodology for the study.
Because of the reflexive nature of the adopted methodology described earlier in this
Chapter and to assist readers in their interpretation of this discourse, I recognise the
importance of indicating my value position.  While I has consciously sought to be
faithful to the information provided by the participants in the study and the
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observations made in the field, it was inevitable that my values have influenced to
some extent the conduct of the fieldwork, my interpretation of accounts and
observations and the way this thesis is written.
LeCompte and Preissle (1993, pp. 146-151) and Denzin (1994) describe the impact
of the researcher’s perceived personae and value system during fieldwork, as well as
its implications for the narrative of the research findings.  They stress the importance
of providing readers with some insight into the personae and value system of the
researcher/author.  They point out that this is important intelligence needed by the
reader to interpret and deconstruct the account provided by the author.  Consistent
with this valuable recommendation, I wish to confirm with the reader that, for the
purpose of the research project, I have adopted my natural personae, which is people-
oriented and empathetic.  I believe my value position is one broadly supportive of
justice and empowerment within workplaces having industrial cultures of mutual
benefit through shared power, minimal bureaucracy and negotiated common vision.
Burgess (1984, 1985) and others draw attention to the importance of the researcher
achieving and maintaining credibility during fieldwork by building relationships with
participants while still maintaining the required objectivity in observation.  I was
well-versed in this requirement from my previous research and assignments.  In the
course of fieldwork activities, these proven techniques were actively applied to make
participants feel relaxed and confident in the processes involved.  Every effort was
made to reassure them at all times by answering frankly and sensitively any
questions they had about the research.
3.7 Reporting observations and interpretations
In considering the most effective way to present the findings of my research, several
options were considered.  I found myself drawn to the value and power of narrative
in which findings are presented as a series of stories or discourses with the
opportunity for the researcher to then interpret and comment upon them.  A number
of authors were consulted in the course of these considerations69.  In particular
Polkinghorne (1988, p. 18) concisely summarised the rationale for the selection of a
narrative approach: “…Narrative is a fundamental scheme for linking individual
69 Brodkey (1987, Charlesworth, Farrall, Stokes, and Turnbull (1992), Denzin (1984), Dey (1963),
Elbaz  (1991), Ely et al (1996), Gough (1994), Latour (1991), Martin (1982), Maycut and
Morehouse (1994), Stake (1994), and Steele (1986).
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human actions and events into interrelated aspects of an understandable composite”.
After considerable reflection on the various options for presenting the research
findings in narrative form, it was decided to include, as a central part of the thesis,
stories of members of the workplace communities, which had been studied.  Dey
(1996, p. 239), in describing the merits of story telling as a reporting tool for
qualitative research states:
“…An analysis is ultimately concerned with human situations and social processes.  Each
of these ingredients in story-telling (and no doubt there are others) can be used to make
our analysis more accessible, perhaps as much to ourselves as to an outside audience”.
To enhance the realism of the stories, they were reported in the first person narrative.
The value of the using the first person in the narrative is that the reader can become
more personally engaged.  Because the story is being told by and in the voice of the
persons themselves, most readers tend to feel closer to the character(s) and the
context of the story concerned.  The power of utilizing the first person narrative is
confirmed by a number of narrative researchers including Elbaz (1991, p. 10) and
Ely (1996: pp. 167-174). In developing the narrative approach eventually used in
this thesis, I was strongly influenced by the approach taken by Charlesworth Farrall,
Stokes, and Turnbull (1992, pp 15-17).  In their report of an anthropological study of
an Australian Scientific Community, Charlesworth et al. (1992) chose to present their
account of their study as a ‘story’, or as they put it: “….one account out of a large
number of possible and alternative accounts that might be given”.  Charlesworth et
al. (1992) describe how they disguised the personae of the scientists by using
invented names and freely substituting and arranging information to maintain the
anonymity of the participants of the study.  This approach was followed in the
preparation of the stories in this thesis.  Interviews and discussions with the
participants in the workplace communities were carefully recorded in note form.
While hesitations and the fine detail of the discussions were not recorded, (i.e. the
conversations were not tape recorded or transcribed word by word), the responses to
the trigger questions were accurately notated and transcribed into a free flowing
narrative.  In reproducing the outcomes of the interviews and discussions into the
narrative texts contained in the thesis, the following approach was used:
1. The actual trigger questions of the researcher, as summarised in Appendix 2,
were not incorporated into the text (For example, at the beginning of the first
interview, I asked each participant interviewed their age/date of birth, their
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position and educational background.)  Each narrative text records their
responses as a statement commencing with a summary of their age and gender
in brackets, i.e. ‘ [37 year old male]  I run my own electrical contracting business
together with my wife.  When I left school… etc.’
2. Some adjustments were made to the narrative to disguise the identity of the
participant concerned consistent with my ethics strategy (i.e. their name, the
location, their specific title of their position, and other details that might reveal
their identity were altered).  However, the essential content of the dialogue as it
impinges on the research topic has been meticulously retained.   As with
Charleworth et al. (1992), I have thoroughly sought to maintain the gist and
essence of the stories of the communities in which I worked, while still strictly
abiding by the confidentiality commitments given within my ethics strategy.
3. Many of the interviews extended over two or three visits because of time and
work constraints.  The narrative texts in the thesis combine these records of
interview and present the stories of the person concerned as a single narrative.
In using the above approach, I am conscious that the narrative texts are not a
verbatim reproduction of the actual conversations that took place.  However, every
effort has been made to ensure that the texts in the thesis were confirmed by the
participants as an accurate record of the dialogue that took place.
Steele (1986) suggests that readers and critics of narrative accounts need to
understand the types of distortions that can occur in reproducing texts of discourses.
Steele (1986) proposes that some of the more significant potential distortions
include: (1) Selection: the selective presentation of information that supports the
themes and findings that the author consciously or unconsciously seeks to reinforce;
(2) Omission: the systematic omission of facts, accounts or interpretations that may
confound the themes and findings that the author consciously or unconsciously seeks
to reinforce; and (3) Emphasis: a systematic emphasis in the dialogues of the
narrative intended to lead the reader toward the themes and findings that the author
consciously or unconsciously seeks to reinforce. He recommends that authors need
to be aware of these potential distortions when they write their narratives and to take
conscious action to minimise them. While it would be difficult, if not impossible, to
completely avoid the distortions alluded to by Steele (1986), I have endeavoured to
consciously limit the extent to which he may have unwittingly distorted his narrative
reports and his interpretations of them.  This was achieved in a number of ways:
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1. Intervention with the participants being observed during interviews and
discussions was minimised.  They were allowed to describe their experiences
and feelings with as few interruptions as possible;
2. ‘Open-ended questions’ were used, allowing the participants to respond in their
own way.  The broad trigger questions used are described in Appendix 2; and
3. The narrative accounts contained within the thesis were discussed and verified
with each participant involved to ensure that they and I were mutually satisfied
that they represented a reasonably accurate description of their input to their
discussions.
Notwithstanding these measures, I must confirm with the reader that the structure of
the original questions used to trigger the discussions with the participants was
inevitably influenced by my own value system.  This was briefly summarised earlier
in this chapter.  It is left to the reader to make their own interpretation of the
narratives provided and my interpretations of them.  If the discourse causes the
reader to reflect upon similar situations in the context of their own experience and
this contributes to a better understanding of how people can better respond to new
situations and change, then a primary objective of this thesis will have been
achieved.
Figure 3.6 on page 66 shows the sequence of voices within the narrative descriptions
of the four case studies.  In each ‘case study’ chapter, there is an initial description of
the case study site concerned.  This is followed by the texts of the dialogues held
with participants in the workplace communities concerned reproduced using the
approach described above.  A tabular summary of all of the stories collected in the
project is provided in Appendix 8.
The final voice in each ‘case study’ chapter is my voice.  In this final section of each
chapter, I provide a summary of my observations and interpretations of how the
community learns to deal with change and to transfer previously learnt skills and
knowledge to new situations.  Comments are also provided on key interpretations of
the narratives provided in the earlier sections of each chapter.
Apart from the interviews and discussions, observations of how the workplaces
functioned were made during the course of field visits as I interacted with the various
fieldwork participants.  These observations included the general interaction between
the participants both during their day-to-day work and their lunch and tea breaks.
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Notes were kept of observed patterns of behaviour that indicated tensions or support
and other influences that might affect how people learn to deal with change.  The
outcomes of these observations were used to corroborate or otherwise the other
information obtained during interviews and discussions and in this way have been
incorporated into my interpretations of each case study.
During interviews with both the workers and the managers, relevant artefacts were
also obtained and reviewed that provided insight into the types of changes that had
occurred or were occurring, as well as organisational policies, structures and
developments that may impinge on the participants’ working environment.  These
included policy documents, memos, handbooks, reports and other relevant
documentation.  Because of the confidential nature of most of these artefacts, they
were returned to the participants who had provided them but were used to confirm
other data collected (triangulation) or to construct the descriptions of the various case
study sites.
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Figure 3.6    The sequence of first person voices in the case study narratives
Chapter 5 : Case Study 1 -- Section in a large organisation
Chapter 6 : Case Study 2 -- Small electrical contracting firm
The workplace
community Peter Jonathon Jock Author
Chapter 7 : Case Study 3 -- Small consulting firm
The
workplace
community
Jackie Monique Author
Chapter 8 : Case Study 4 -- One person information technology
The
workplace
community
George Author
The
workplace
community
Steve Charlie Tim Leo Julian Lloyd Jack Paul
Dennis Tom Matt Jim Trevor Bill Brian Ralph Author
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CHAPTER  FOUR
CASE STUDY 1
SECTION IN A LARGE ORGANISATION81
4.1 The participants in Case Study 1
The participants in Case Study 1 were a number of managers and employees in a
section of a large multi-site service organisation, sixteen in total.  Over the previous
ten to fifteen years, the overall organisation had been corporatised, downsized,
privatised, commercialised and relocated.  At various times, some of the functions of
the organisation have been decentralised.  At other times, they have been centralised.
Even at the time of the fieldwork carried out by the researcher, more changes were
being mooted.  Managers and employees were anxiously awaiting the outcomes of
the commercial, political, economic and corporate manoeuvrings that will determine
their fate.
The section is typical of many others both in the organisation concerned and
probably elsewhere in the community.  Back in 1989, the section was formed as a
centralised internal service organisation.  It was established to provide both regional
and statewide testing and maintenance services.  The establishment of the section
involved the physical relocation to the country of the people and the functions from a
city-based workshop/laboratory.  It caused a lot of trauma and disruption to the lives
of the people involved.  Many of employees chose not to come to the new location.
Those who chose not to relocate either took an option to work in some other area of
the organisation, or left the organisation altogether.  Since 1989, the section has been
located in a pleasant bushland setting in a rural regional location.  The managers and
employees who participated in the research indicated that they work together pretty
well as a team, although there are some tensions between some individuals and sub-
sections.
81 Please note that the narratives presented in this case study faithfully follow my field observations
and interviews and have been confirmed with the participants concerned.  In presenting the stories
however, I have altered names and any detail that may identify the organisation or the participants
concerned in order to protect their anonymity.  Hesitations in the flow of the discussions have been
edited but the transcript remains faithful to the records of interview.
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Over the years, other changes besides the physical relocation have taken place within
the section.  Computer technology has become much more central to its operations.
This has included the use of computers as an administrative tool; the use of
computers in technical maintenance operations; and the inclusion of computer
processors and programmable logic controllers in a lot of the equipment that has to
be maintained by the section.  The section has also had to become more commercial
and attract business from ‘outside’ customers as well as internal.  This has included
the streamlining of its operations and administrative systems to make it more
competitive.  Participants reported that some managers and employees have become
a bit cynical.  A number of participants noted that they have been required to become
more commercially oriented even though a lot of the old bureaucratic systems,
requirements and restrictions of the previous organisations arrangements have
remained in place.  As well, “head office” has put in place all sorts of new
accountability measures that seem to take up excessive time and energy.  A number
of the participants indicated that many managers and employees are struggling a bit
to make the transition from being a small section in a fairly bureaucratic organisation
to one that has to compete in the national and international business marketplace.
The overall impression gained from the preliminary group and individual discussions
with managers and employees was that some of managers and employees have
handled the changes better than others, although all of have found them a challenge.
Some previous employees have left for other opportunities.  A number of others have
become so stressed that they have become ill.  The section is now made up of about
35 persons organised across a number of sub-sections (workshops and laboratories).
The chart in Figure 4.1 on the following page shows the way it is organised.
The inner circle shows the actual section.  The two workshops are the largest sub
sections, one having eight people in it, the other having about fifteen.  The size of the
other sections varies from about three to five.  One of the big bones of contention
over the years, based on discussions with managers and staff, appears to have been
the move to make more use of sub-contractors and out-sourced service organisations.
The organisations/persons in the outer circle are those with whom the employees
have reasonably regular contact either on a day-to-day work basis or through their
managers.
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Figure 4.1    Workplace community -- large service organisation
The personal relationships and dealings the employees have with people in these
other sections and organisations make them, in a way, a logical extension of the
workplace community.  I visited the section several times over about ten months.  I
spent time talking to all of the participants either individually or in group meetings.  I
had in-depth discussions with sixteen of members of the section including
employees, apprentices and some managers.  The stories of the sixteen participants
(Steve, Charlie, Tim, Leo, Julian, Lloyd Jack, Paul, Dennis, Tom, Matt, Jim, Trevor,
Bill, Brian, and Ralph) are told below by means of transcripts of the discussions I
had with them.  Input provided by all participants has been taken into account in my
interpretation and analysis in Section 4.3.
4.2 Steve’s story
[38 year old male]
I have been in the organisation for 17 years.  I completed my trade apprenticeship and hold an
engineering certificate from TAFE.  I am currently enrolled in a computer science degree at
University.  I feel a bit let down by the school system.  I wanted to do Physics- Chemistry-
Maths but was advised by a School Career Adviser to do lower level science (2 unit) and lower
maths.  This restricted my career options, as I wanted to do engineering at Uni.  I was
encouraged by another boy at school to apply for an electronics apprenticeship.  Despite my
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initial disappointment at my restricted career options, I came to enjoy the apprenticeship and
trade in the end.  In both my trade and engineering certificate courses, I topped the class.  I am
now enjoying my current degree course at uni. in computer science and am using the
programming skills I have learnt on the job.
There are number of changes that I can think of that have been significant for me: (1) the move
from the city to the country, (2) moving from being workshop based to being ‘on-call’, (3) the
move from being a technician to being a Senior Technical Officer.  The move to the country was
the biggest change for me.  It involved a move from the city to a field group in the country.  The
work with the field group lasted for about six years.  I had only been recently married.  My
parents had moved to the coast, and I felt pretty much on my own.  The move was a political
one for the organisation.  The whole technical group was being moved to the country.  I
volunteered.  There was more money involved and I like a challenge.  My wife was a little
apprehensive at first, but then became the driving force and gave me great encouragement.
Despite some apprehension, we both saw the move as a big opportunity.  Another big change
for me was moving from being workshop based to being ‘on-call’.  I was initially in a field group
doing routine maintenance on microwave systems.  Then I got moved to being ‘on-call’.  All of a
sudden, no two problems were the same.  I was on my own.  My supervisor often gave me
advice and assistance, but it was usually after the event.  I had to find the problem, analyse it,
experiment and figure it out.  I learned to be resourceful, and to draw carefully from previous
experience and what I had learnt in a different context.
There has been a gradual change in the way our maintenance workshop/laboratory operates.
We have moved from being a technical routine repair operation, to something that is more
commercial.  We now look after our own systems and write our own software.  Every day is
different from the day before.  Attitudes to others have changed.  There is less staff.  There is
more pressure – a greater need for time management.  We keep more records and there is an
emphasis on charging for time and services.  Maintenance is now contracted out.  This involves
dealing with contractors – arranging payments with lots more administration, paperwork and red
tape.  The organisation wants us to operate as a private commercial operation but doesn’t give
us the authority to act commercially.  We are restricted to ordering goods and services only up
to $1,000, beyond that we have to get approval.  This is complicated and time consuming.
These limitations produce a culture that frustrates you and affects your attitude/disposition to
the change.  It’s hard to remain positive and committed to the move to a commercial approach
when the organisational culture is so limiting.  For example, we are currently trying to sell the
use of one of our systems to outside business units.  Making the necessary arrangements has
been complicated by an original design problem and many bureaucratic complications.  The
role of being a technical officer has coincided with major changes in the types of technology
with which we work.  Adapting to these changes is a major challenge.  Training support has
helped me in this to some extent.  However there are important other ways in which I deal with
new situations and change.  They are: (1) ringing other people that know, i.e. my network of
contacts both inside the organisation and elsewhere, (2) reading books and journals, (3) talking
to suppliers and salespersons when the change involves purchased equipment, etc., and  (4)
experimentation and playing around with the equipment.
I think change is a good thing generally, but I don’t like too much organisational change.  The
rate of change shouldn’t be too fast.  There is going to be awesome change for me in the future.
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What happens after I leave this organisation?  I’ve never worked anywhere else!  Attitude
seems to be particularly important in dealing with change.  In the past, I saw myself as a
powerless object of change.  I am increasingly aware that I can be an agent of change, and can
have some influence on how change occurs.  My earlier training has helped me to a certain
degree in dealing with change.  However, I believe that the more important thing is learning
from others and thinking about your own experience.  I find reading books, talking to other
technical staff and salesmen, and experimenting on the job are as important, if not more so,
than what I have learnt at college or Uni.  It all has its place. Overall, I think I handle change
reasonably well, although not as well as I would like. I think my major weaknesses in dealing
with change are my apprehension and my attitude.  I basically don’t like to change.  I suppose
my greatest strength when coping with change is the confidence I have in myself.
4.3 Charlie’s story
[46 year old male]
I started in the organisation in 1970.  I have my School Certificate, my Trade Certificate, and an
engineering certificate and have completed a number of internal short courses.  I was an
apprentice tradesman and trainee technician.  I did the bridging course and gained my trade
certificate and my technician’s certificate.  I think the Certificate in those days is roughly the
same as what’s now called an associate diploma.  I have done an in-house technician training
course for which I was exempted from a three-month common component because of my
earlier certificate.  I have also completed a number of specialist in-house courses on specific
types of equipment.  Currently, I’m writing instructions on how to maintain equipment and
facilities.  The challenge is how to write them to meet all needs, given the different
interpretations.  I have had to deal with a large number of changes through my career.  From
1970-76, I did my apprenticeship in the city, including 12 months in a sort of internship.  In
1976-78, I carried out maintenance in the field.  From 1978-82, I did shiftwork in workshops in
the city.  From 1982 –1992, I did a range of tasks including recommissioning of equipment at
country locations.  I also did relieving assignments at a number of country sites, as well as work
in city involving both workshop and field activities.
In 1992, I moved from the city to this current workshop.  I have been in this job up to now.
However, my job has changed significantly from 1992 to the present.  Previously, there was a
system of rotation of technicians between laboratory and the field.  This was excellent.  It gave
me training.  I could keep up with new equipment in the lab.  I could see changes in the field as
well, i.e. new designs, schemes, layouts, concepts, etc.  I built up my corporate knowledge and
developed an intimate knowledge of the field because of my practical experience in installation
and commissioning.  Now, the installation/commissioning is outsourced to sub-contractors.  As
a result, we don’t have the opportunities to build up our local knowledge.  Now, there isn’t as
much follow through in the field.  Now information is pooled in the one section.  We are now part
of a centralised section.  The regional office provides a service that looks after the whole State
in terms of the maintenance, repair and investigation of faulty equipment.  I think people’s
personalities tend to dictate how you handle change and where you end up in your career.
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There are number of changes that I can think of that have been significant for me:
(1) management changes, (2) the move from the city to the country, and (3) diving head first
into new technology. Coming to grips with management changes has been very frustrating and
difficult for me.  There have been a number of management changes introduced, but they seem
to be largely in word only – in essence, nothing changes.  They have chopped down a couple of
levels of responsibility along the way.  However, there is always ‘empire building’.  Management
puts extra time and effort into what they are doing, but it gets wasted.  They get caught up in
peripheral issues.  For example, ‘it is a lot easier to get pictures for your walls than to get tools’
and ‘a concrete slab on one site was broken up and grassed over but why?  Was it really
necessary?  I have concerns over commercialisation and sub-contracting.  I’m not sure it is the
best option.  I can’t see how becoming commercial is going to make much difference.  It seems
to be leading to a focus on ‘remedial maintenance’ rather than ‘preventative maintenance’.  We
seem to just jump onto the American management bandwagon; you know  “winning ways” and
that sort of thing.  Does it make sense here?  The American system is different.  Equipment
there is bigger and they have different regulations and requirements.  Another huge change for
me was the move from the city to the country.  This was pretty horrific.  It blew all of my plans
out of the water.  I had just paid off my house in city.  I had 500 acres in the country for a
weekender and a small farm.  I had future plans.  Not only did the move critically affect all this,
but at the same time some of the land was rezoned to allow for a freeway.
Probably the most difficult changes for me are changes in technology.  Every year we seem to
have more and more changes in equipment.  Now, it’s also computers and endless changes in
software. Why does technology have to change so rapidly?  It seems to me that people make
changes for the sake of change.  One example is the way in which computers have gone from
20Mb hard drives to 6Gb hard drives in just a few years.  I find technology overwhelming.  The
problem is its complexity and rate of change.  Unless you specialise, it’s very hard.  Many
pieces of modern equipment are actually computers in themselves and they’re constantly
changing.  It’s hard to keep up.  We can’t afford to specialise.  The possibilities are endless.  I
know I’m being left behind.  Looking back, I think it was happening all along.  If they ever need
it, I suppose at least I’ll be able to give them information on old gear.  I think there’s a limit to
how much change one person can handle -- the different concepts, methods, procedures, etc.
Managers often introduce a new method or piece of equipment but don’t say ‘why’.  In the past,
I knew there was a reason for particular methods.  These reasons seem to have been forgotten.
Change to me seems confusing.  The complexity of test equipment is growing all the time.
They require very different fault finding techniques, much more complicated techniques!
Sometimes, I like change.  Sometimes, I don’t.  I like it when it makes my life easier, and I don’t
when it just complicates it.  I think my personality and attitudes were set early in my life, and
now it’s difficult to change.  Quite a few people have offered to help me in dealing with changes
over the years.  However, I prefer to be independent.  I haven’t been too bothered about it.  I try
not to be too reliant on other people.  I was taught that smart people should think for
themselves.  I suppose our initial perceptions tend to shape our attitude.  Sometimes these
perceptions are false but how do we find out?  I’m convinced that change is inevitable.  A good
example is what is happening in fibre optics / computers.  The rate of change is incredible, and
it seems to be getting faster.  It’s difficult to influence it.  I’m not sure if my early training has
helped me try to deal with change.  I think it would have been difficult to anticipate in advance
the training needs I would eventually have as a consequence of the changes in technology.
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Some training to update you for modern electronics may have helped.  However, ‘attitude’
seems to be the big issue, and this depends on one’s economic and social situation. I’m not
sure what I can do about this.  I think my greatest weakness is dealing with the ‘rate’ of change.
I suppose a possible strength in dealing with change is the extent of my background and
experience.   I guess I have seen more things than others, although in some ways, this is
probably my downfall
4.4 Tim’s story
[20 year old male]
I’m a fourth year apprentice. I initially served my apprenticeship with this organisation.  I did my
basic training with a related organisation.  I think I have been given good training.  My training
officers have helped me a lot.  One of them has driven 50 km on a number of occasions to give
me help.  Another has spent a lot of time showing me how to do things.  I did a lot of work
repairing and constructing equipment during my basic skills training.  Now, I’m in the last stages
of my apprenticeship.  I still do repair work, but now I go into the field to work with the
technicians. There are many changes going on at work now.  We are moving to a more
commercial approach.  There are new tendering arrangements for the installation and
maintenance work.  We have to compete with outside contractors.  Also, we are endeavouring
to sell products and services outside.  There are lots of issues involved.
There are number of changes that I can think of that have been significant: (1) the move to
doing work in the field, and (2) becoming more commercial.  The move to doing fieldwork was a
big change for me, as I had to learn how to work in an operational environment.  In particular, I
learnt how to do a range of practical tasks that I had never done before.  Becoming more
commercial has put more pressure on all of us.  We have to be competitive with outside
contractors.  We must be more efficient and be aware of quality. The day I arrived at Vales
Point Power Station, I was very nervous.  I went to the front gate.  I didn’t know where to go on
the site.  People were very helpful.  Several different people spent time with me showing me
how to do things and giving me all the information I needed to know what to do and when.
From my own experience, I can see that other people are very important in helping you deal
with new situations. Now I have a good network of people I call upon when I need information -
- some are internal and some are external. I find the Internet is another good source of
information and I use it a lot.  Support of people is important within the workplace community in
dealing with change and new situations.  Other people have helped me and I help others.  I
have helped Tim a lot.  He’s a 2nd year apprentice.  It’s important that the workplace community
helps one another because TAFE is further behind in technology and skills.  Interacting with
each other is the best and only way you can keep on top of change. When I try to come to
grips with new equipment, I do my research first:  (1) I read manuals; (2) I go on the Internet;
and (3) I talk to salespersons and technical support staff. Then I analyse the problem.  I will
experiment, if it is safe, usually with the help of other people.  At work, one of the technicians
helps me a lot.  I have learnt a lot by working with him.
Change is inevitable.  I just go along with it.  I’m not frightened of change.  I like change.  I like
being paid to learn new things at tech.  I like technical work.  As long as it’s not too repetitive.
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As long as there are always new things.  In the future, I would be happy do anything, provided
it’s fun.  I would like to be a helicopter pilot.  My training has helped me a fair bit.  I have learnt a
lot about fault finding and diagnostic skills in the course I am currently doing at tech.  I am doing
a certificate course in parallel with my trade apprenticeship.  Other subjects that I have found
useful are those dealing with TV, digital electronics and programmable logic controllers.  When
dealing with changes in my work, I tend to use some of the information I have learnt in my
training, as well as information and skills I have learnt on the job from others, or through my
own trial and error experimentation, often with help from others.  I think I am very good at
dealing with change.  My greatest weakness is probably that I’m sometimes a bit stubborn, I
have to be convinced that there’s reason for doing things differently. I suppose my strength is
my ability to look at change from different points of view to get the overall picture.
4.5 Leo’s story
[48 year old male]
I have an electrical trade certificate, a radio trade certificate and a certificate in electrical
engineering.  I like change.  I look forward to it.  I find it challenging.  However, I don’t like
change when you don’t know the ground rules.  I was formerly in the military.  The difference
between the armed forces and here is that in the armed forces every day is different, and you
are told what the expectations of the organisation are.  At least you are given general directions
and goals.
There are number of changes that I can think of that have been significant for me:  (1) the move
from the armed forces to here;  (2) setting up my own small businesses at home; and  (3)
changes in technology and equipment.  A major personal change for me was my move from the
armed forces.  There are very different workplace cultures between the armed forces and this
organisation.  It was a big change to come to here.  In the armed forces, the approach to
change is more organised.  When you got new equipment, there is a training course.  You are
given the required skills and knowledge.  Your superiors give you an understanding of what was
required of you, how you should approach change and new situations.  I don’t find this here.  In
this organisation, we are given little training and support for dealing with new situations or
equipment and there is usually not enough time provided for you to learn yourself.
The most satisfying new situation and change for me has been the setting up of my own small
business at home.  I have a small farm, which I run with my wife.  This has been a big challenge
for me, as I have had to develop farming skills.  However, while I have had my ups and downs, I
think I have been fairly successful in dealing with the new situation and the challenges involved.
I enjoy learning about changes in equipment and technology, whether its here or on the farm.
We have a lot of new computing and information technology equipment.  I like the challenge of
finding out about it.  How it works!  How to find faults in it!  How to diagnose and repair it!  I have
a lot of new technology to come to grips with on my own farm.  I guess I get more of my kicks
there now.  There are a lot of new techniques, processes and strategies to learn about on the
farm.  New situations to face.  Problems to solve.  An important part of this is the development
of contingency plans.  Thinking about ‘what would happen if certain things eventuated?  What
would I do?’ To get information on farming techniques and farming problems, I talk a lot to other
farmers.  I do this, as much to find out what I shouldn’t do, as much as what I should do.  They
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usually give me good advice and suggestions.  I also get advice from the Department of
Agriculture, although this tends to be mainly theoretical.  It is not as useful.  I get a lot of
information by reading advertising material directed at farmers.  I sift through it and identify
information, which I think is useful to me.  I then keep and think about it in terms of my own
situation and needs.  I guess I build up a fair bit of my background knowledge in these ways.  I
look forward to new equipment.  However, I enjoyed it more in the military than here at work.  In
the military, you got some meaningful training and support.  It’s harder here.  A big factor in
dealing with new situations is being ‘resourceful’.  A lot of it is trial and error, trying things out,
taking small steps, analysing the results and then acting on them.
I think that change is a good thing.  I like it.  I like the challenge of new situations and change.
I think you can influence change in the right contexts.  It was more possible to influence change
in the military than here.  It’s all to do with the attitude of your superior.  I don’t think I can
influence change here – not at my level anyway.  I influence change more at home.  I run my
small business with my wife.  Our farm is about 150 acres – heifers and beef cattle.  I just do my
job here at work.  It’s at home where I know I can manage and enjoy change.  My early training
in the military has helped me to some extent.  However, I have tended to learn my skills in
‘managing new situations’ from others, or I have developed them myself by trial and error, both
here at work and at home in my own businesses.  I think I’m very good at dealing with new
situations and change.  I suspect my greatest weakness in dealing with change is my cynicism
and lack of enthusiasm if I don’t believe the change is important.  My strength is probably my
resourcefulness.
4.6 Julian’s story
[57 year old male]
I'm comfortable with change or challenges. I see them as synonymous.  I tend to see change as
opportunity.  I believe that you mustn't dwell on the negatives.  My background involves heavy
involvement in competitive sports, particularly first grade rugby league.  This either shaped or
drew upon my ‘achievement focus’.  I was an electrical apprentice in local government.  After
my apprenticeship, I worked for two years with commercial contractors.  In 1964, I joined this
organisation as an electrical fitter.  I became a technician-in -training in 1966 and completed my
Electrical Engineering Certificate in 1970.  I was appointed as a supervisor in 1980.  In 1990 I
was seconded to the Personnel Section for 18 months to manage the 'Change Project Team' as
part of the restructuring of the organisation.  I acted as a sort of channel between the work
teams and management.  I ran seminars across the State.  In 1991, I took over the
management of the laboratory.  I’ve continued in that role up until the present.
There are a number of changes that I can think of that have been significant:  (1) becoming a
technician in 1967, (2) changes in technology, and (3) the restructuring of the organisation.
Before being appointed as a technician in 1967, I lacked confidence in my own abilities.
However, being made technician seemed to be recognition that I had ability.  Suddenly, I had
confidence that I could face challenges, unknowns and change!  Being appointed as a
technician was also a very big change for me because I had to give away my beloved Rugby
League career to do my study.  There was a lot of theory in the course, which initially was
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difficult.  But I persevered and found I did rather well and my confidence soared.  The course
was very competitive.  I found myself amongst a group of very bright blokes.  I hadn’t had much
experience at technician level work or background in certificate level material.  I got a lot of
benefit from working with other people.  I remember working with a couple of other blokes in a
hotel, we were an ‘A team’, helping each other.  Ever since, I have understood the importance
of collaboration and networking.
I don’t find changes in technology a problem.  Change happens.  I think I handle it naturally.
I did tests with a big educational psychology mob and they found that my personality type was
‘good for handling unusual situations’.  My main concern is that is that I often can’t get enough
information on technology.  I find change becomes difficult to manage if you don’t have access
to the right information.  The organisation has been through significant restructuring, downsizing
and a move to corporatisation.  A lot of people seem to have difficulty with it. I don’t.  Most
problems appear to be due to people’s attitude.  If you don’t have the right attitude, you just
can’t cope.  I’ve never really thought about my approach to change before.  But now that I think
about it, I guess I approach all change in much the same way:  First of all, I usually try to
embrace it, find out what it is and why.  I usually struggle with priorities, trying to work out where
to put my effort.  I will look for documentation.  This might mean studying a manual, getting and
interpreting memos etc.  If its technical, I will play with it and try to find out how it works.
Dealing with change is all about risk management.  You do things in little steps, trying
something and checking what happens.  You analyse the outcomes to work out your next little
step.  Sometimes it’s very uncertain or a bit fuzzy.  If I can’t get information from documents or
trials/experiments, I’ll try to consult with people who might know.  I’m not afraid to ring someone.
I have a good internal and external network.  I’ve developed it.  Even when questions seem
dumb or stupid, they can often get you good answers. While this is the way I go about things,
my strategy for dealing with change, I suppose, there are a number key factors that need to
underpin it. These are my positive attitude, my determination and my motivation.  If you haven’t
got these, I think you’re sunk!
Not all change is good, some is.  However, it is inevitable.  I think I can influence change.
I believe you have to deal with and have some influence over it, even if it is only marginally.
I’ve found that even if change is threatening, it is almost universally open to negotiation.  Most
people here seem to handle change reasonably well, those that can’t usually go elsewhere.
I guess I’m pretty good at dealing with change.  My greatest weakness is probably
procrastinating while I’m prioritising, I think I tend to hold on and address things for too long
before I cast them off.  My strengths are probably my persistence, motivation and positive
attitude.
4.7 Lloyd’s story
[36 year old male]
I have been 18 years with the organisation.  My hometown was in the country.  I started as an
apprentice fitter in this organisation at a workshop in the city.  One of my supervisors helped me
a lot at that time.  I’ll never forget him.  When I came out of my time we were offered jobs as
labourers as there were no tradesman positions available. However, within the week there was
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a problem with the union.  We were shunned.  Even when we were in the same building we
were isolated.  Eventually I got a position as a tradesman at in the city.  This was in the
workshop and involved routine maintenance and repairs of large equipment.  From there I
moved back to a country workshop.  It was a fitter's position.  I was given 3 months training.  I
had two years there.  After that, I was moved to this workshop/laboratory.  Initially, I had two
years in the laboratory working on the bench.  From there, I had 8 years as a maintenance fitter
in the field going from one site to another.  I enjoyed the change, particularly, meeting new
people and facing new challenges in the field.  Every site is different.  I much prefer fieldwork to
the workshop.  I don't like the workshop.  I then had two years as an inspector at one of the
country sites.  For a long time supervisors tended not to have people skills.  There has only
recently been a leadership course.  Previously, the main criteria for being a supervisor were
technical, they had an engineering focus.  I am now doing the Engineering Associate Diploma
course to give me new opportunities.  I need this because the 'ceiling' for technical staff has
been lowered from grade 23-24 to 21.  I now need technician/supervisor level qualifications.  I
guess every organisation has its own rules, usually set by a "clerk".  I have observed that there
are very different cultures in our area between the two main sections.  The other section seems
to have a greater focus on learning and extra training to help people cope with change.  I am
now considering what changes I should make for the future.  I have a few options.  I could stay
here but it’s pretty uncertain.  I have been approached by some people who have left and set
up their own business in areas such as TV and appliance servicing.  I am also attracted to
setting up my own business in computing, writing software, etc.
There is a number of changes that I can think of that have been significant: (1) moving to the
position of inspector, (2) the organisational move to the laboratory, and (3) the physical move to
the country.  The move to the position of inspector was a big change for me.  I knew very little
about the equipment or the people.  There was new equipment that I hadn't used.  I had to
experiment.  I had to fix up mistakes.  I needed to identify modifications that weren't identified in
documentation.  I had to work in a multicultural team.  It was a real challenge.  It was about that
time I realised that the concept of a 'job for life' doesn't exist anymore.  Work is going to be a
continual process of change.
Another major change for me was the move to the lab.  This involved a major shift in the type of
work I was doing.  Accuracy was suddenly paramount.  We are a nationally-approved lab.
There was more precision and more specialised equipment and instrumentation.  Much more
documentation was involved and endless double-checking.  I had to have lots of knowledge in
this job.  The other guy here, Jim, has lots of knowledge and know-how.  He can work out the
'what-ifs?'; he has the special unwritten knowledge that helps you face the unknown.  I find the
work frustrating.  It is highly analytical but people tend not to share their knowledge82.  You have
to find it out for yourself.
I don't see much future in this job for me.  I only have another 6 months to complete my
Diploma at TAFE.  This will open up new possibilities for me.  The physical move to the country
had its own set of changes. I had to come to grips with, things you don't think about usually,
finding a new doctor, a new dentist, looking for a reliable motor mechanic, making new friends
82 Given the context of the comments, I believe the participant was referring 'tacit knowledge'.  Tacit
knowledge is defined by Wagner and Sternberg (1986 p51) as 'knowledge that is usually not
expressed or stated'.
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and getting to know a new neighbourhood.  I found it very stressful.  Of all three, I guess the
move to the laboratory was the biggest and most challenging change for me.  Particularly the
technical aspects of the job.
There are two different types of technological change: (1) small changes and (2) large changes.
I tend to approach these fairly systematically.  When I face a ‘small change’, for example: a
variation on an existing piece of technology, I go through a sequence of steps:  I ask ‘have
I dealt with anything like this before?’.  I ask ‘what is different?'  I get any technical information
I can from the manufacturer.  However, this is usually quite limited, not very much, and usually
not suitable to answer my questions.  I talk to my colleagues.  However, I’d have to say this lab
doesn't work that way.  Here, information (tacit knowledge) is held closely.  There tends to be
limited fraternisation and sharing.  This contrasts very much with earlier experiences in country
field sites.  To cope with change I have to have contact with others (though in the case of this
lab there is a reluctance to do so).  I look at texts and reference material from technical college
or library.  I try to apply what I have found out.  I experiment in small steps, noting carefully what
I’ve observed and working out what it means.  I document it as I go.  I note bugs and unusual
outcomes and interpretations.  When I face a ‘big change’ (for example, a totally new type of
equipment), I go through a different set of steps: I check first what it requires.  Does it need to
be modified?  If so, how?  I look for a suitable training course.  I get to know the suppliers
reps./trainers very well.  I try to build up a ‘personal’ relationship with them.  I search for any
available useful information.  I get contact details from everyone I can.  I use websites, faxes,
email, telephone, etc.  I maintain contact.  I experiment to fill in gaps.  After all, ‘what they don't
tell you’ is what you have to find out’.
Change can be good as long as it has direction.  You have to ask, "who controls it?", for
example: Bill Gates.  I think change is inevitable but we shouldn't just accept it blindly.  We
need to have consideration as to its impact.  I believe we can have some influence over
change.  Particularly, if we work as a team and discuss it.  Attitude is a big factor in how we
approach change.  It has a big impact.  Personal issues affect your attitude (for example, my
Dad died in a coal mine accident – but for that, I might have gone into mining).  My earlier
training has helped me to deal with the new situations/change to some extent.  However, in
facing change, the more important thing for me is learning on the job and talking to others,
rather than just working alone.  I am currently doing a leadership course run by the
organisation.  However, I am a little sceptical of how useful it will be.  I think I cope with change
reasonably okay.  I can think of only one other person who handles change well.  All the good
change agents have left the organisation.  Probably my biggest weakness is the way I try to
stay in my comfort zone, looking for the changes ‘I like’ and avoiding the ones ‘I don't like’.
I think my greatest strength is my ‘people skills’.  I try to listen to others.  I don't categorise them
or put them into a box.
4.8 Jack’s story
[40 year old male]
After completing Year 10 at school, I did my Trade Certificate in TAFE and later an
Engineering Technicians Certificate.  I have also completed a number of internal courses.  I
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have been in the organisation for 17 years.  I originally worked in the railways in the
telegraph-signalling trade.  I also worked on installation and maintenance of microwave site.
At the time, I was based in the city workshop.  I found this work interesting.  I have a wife and
kids and the money at the time was important.  In 1990, Paul asked me to organise the move
to new workshops and laboratory to the new country location.  It involved supervising the
building and construction of the new facilities and in particular the work of the contractors
involved in the construction work.  I had the job of overseeing the actual move of equipment
and people to the new site and the establishment and management of the new section.  I play
golf for relaxation.
There are number of changes that I can think of that have been significant: -- the move from
the capital city site to a regional centre, -- the introduction of competency based assessment,
and -- the move from being a technician to being a supervisor.  The move from capital city site
to a regional centre was a major challenge for me.  At the time, there were major structural
changes in the organisation.  Not everyone wanted to come to the regional centre.  Suddenly,
I was doing different things.  Supervising people instead of being focused on technical
problems.  Solving construction problems.  Planning moves.  Sorting out personal problems.
Setting up new facilities and work arrangements.  Competency based assessment has been
introduced over recent years.  I developed the new competency system for the
workshop/laboratory.  I like the principles of competency based training and assessment.
However, I have been frustrated by the bureaucratic nature of the system requirements, and
how resource intensive it is.  I don’t think it needs to be this way.
The change from being a technician to a supervisor was a fairly significant change for me.
Instead of dealing with equipment and technical problems, I had to deal mainly with people
and personal problems.  I was initially fairly apprehensive about this.  I found I had to be more
strategic in everything I did.  I became aware of how important it was to being aware of other
people’s circumstances.  I guess the most critical for me was the ‘move from being a
technician to being a supervisor’.  I had to depend pretty much on myself during this change.
The organisation didn’t give much support.  Paul was fairly helpful.  I think I got most help
from something my father said to me ---“the relationship with other people changes when you
become a supervisor”.  I have never forgotten that, and it is so true!
To deal with change, you have to have some idea what is coming, and prepare yourself for it
by drawing on any previous experience and learning from others.  One of the problems in the
current organisation is its bureaucratic nature.  You have to be very cautious to ensure you
comply with Ministerial system and requirements and the process overseen by the ICAC.  The
organisation tends to be very conservative in the application of new technology.  Good at
making alterations to existing systems, but fairly conservative about adopting new ones.
We need to shift to a business approach rather than one focused on ‘security and safety’.
This holds back our capacity to move in the direction we think we should be moving.
The main lesson I think I have learnt about dealing with new situations and change is to
‘anticipate’ and to ‘prepare for’ what the new situations will involve.
Change is part of everyday life.  You have to learn how to deal with it.  You have to keep
aware of the possible situations that are coming and prepare for them. To some degree you
can influence these changes. For example, we have moved from repairing and maintaining
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equipment and IT systems to designing and producing our own communications gear and IT
systems.  In the case of the IT systems, we have developed an inventory and costing system
and are now moving into other areas.  We are designing and maintaining our own hardware
and software, and see opportunities for selling the systems both internally and externally.
One of the difficulties we have in these changes however is that we are not geared for
‘commercial operations’.  We are still part of a fairly bureaucratic organisation.  We don’t have
the freedom to operate truly commercially.  I think I’m pretty relaxed about the present
situation.  However, you can’t avoid being a little anxious about the future.
My earlier training helped me to deal with new situation and change to some extent.
However, in facing change, I reckon that the more important thing is learning on the job and
talking to others, rather than just working alone.  I am currently doing a leadership course run
by the organisation.  However, I am a little sceptical of how useful it will be.
Two people have helped and encouraged me to face and deal with change: Paul and Jack.
As a result, I think I’m reasonably good in handling change.  My biggest weakness is probably
that I resist developing an approach to change.  My greatest strength is probably that I see
change as normal – run of the mill.
4.9 Paul’s story
[40 year old male]
After completing school I did my Trade Certificate in TAFE and later I did my engineering
degree at uni.  I have also completed a number of management courses inside the
organisation.  Two of the major changes for me have been -- the move of my section from the
city to the country, and -- the organisational restructuring and downsizing that has occurred
over recent years, and is still ongoing.  The move from the capital city site to a regional centre
was a big one for me.  I was moving from being a technical manager to being a people
manager.  Not all the staff wanted to move.  Some chose not to come.  It was a major
challenge.  The key for me was seeing change in the broader context.  While change may
create difficulties, I believe it also creates opportunities.  If you only focus on the negatives,
change will seem bad.  I choose to concentrate on the positives.  I weigh up the pros and
cons of options and make my decisions based on my analysis.
One of the problems with change and new situations is what I call ‘the ‘tyranny of difference’.
Usually, things are not as bad as they seem.  However, people tend to be wary of things that
are different, or unfamiliar.  I prefer to view a change as a series of smaller changes.  One can
prepare oneself easier for the smaller changes. Then the larger change doesn’t seem so
formidable.  One outcome of the organisational restructuring and downsizing has been that
the organisation has moved from having clearly defined certain career paths, to a situation
where there is no certainty.  But even so there are still opportunities.  I have moved from
being an area manager to a more central management role with a statewide focus.  I have
had a succession of managers to whom I report.
The organisation is committed to being more commercial.  This requires significant changes in
workplace culture and attitudes.  Initially I had some concerns.  I viewed what was happening
with a degree of apprehension.  Despite my initial concern, I became more pro-active.  I
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looked for opportunities and traded on the existing goodwill.  There were undefined risks, but I
looked for the positives rather than dwelling on the negatives.  I had had four previous
bosses.  This gave me more opportunity to network.  Networking is an important tool when
dealing with change and unknown situations.
Change is as good as a holiday!  It raises questions.  It challenges existing views and
practices.  I believe ‘attitude’ is a key factor when dealing with change.  You must be positive!
A big issue is how much drive or enthusiasm you have for the change, or are you fearful and
resistant.  I think the older generations, particularly, have a mind set about change.  They tend
to think that their job is a ‘job-for-life’.
Young people tend to have a different philosophy or mind set.  I believe they see change as a
matter of fact – the only constant is ‘change’.  They are not as scared of change as most of
the people in the older generations.  They tend to have a more positive view.  It is important
that we have, as far as possible, some influence on changes that are occurring.   We need
good mechanisms for feedback on the outcomes of changes or new situations.  We need to
compare this with World’s Best Practice.  We cannot deal with change alone. It must be a
collaborative effort.  People in the workplace all have different roles to play – no one person
has the full range of skills.  I would rate myself as reasonably good at handling change.  My
weaknesses are probably my apprehension and fear of consequences of my response to
change and wanting to know the full picture before committing myself.  I think my strengths in
dealing with change are my positive attitude, my drive to succeed, the way I position myself to
handle contingencies, and looking for opportunities that are generated by the change.
4.10 Dennis’s story
[38 year old male]
I was an apprentice electrical fitter in 1979.  I have my Higher School Certificate.  I had an
early interest in engineering and thought of enrolling in a uni degree.  I subsequently obtained
a TAFE certificate in electrical engineering.  Some of the most significant changes for me
were: (1) my marriage, (2) changes in location first from the city to a southern country town in
the mid 80’s; back to the city; then back to the current country location, (3) organisational
restructuring at work, and (4.) changes in type of work.
In the case of my marriage, I had doubts because I was marrying the wife of my late friend
who died in an accident.  I comforted her after he died and we were attracted and became
engaged. I was concerned what others would think as he left an estate and I thought people
might think I took advantage of the situation.  I know this is not work exactly but in many ways
work and personal life are closely intertwined.  Thinking back, two things helped me cope with
the change in this situation: first, other people (my wife, my sister, a person at work who had
had a similar experience, an older personal friend who had had a similar experience); and
Second, my previous experience with my sister's kids and the kids of an older friend ….. the
concept of marriage was not totally an unknown.  I had something to build on.  I found that
what helped me most in coping with the new situation was taking my time …. waiting;
reflecting on the issues in consultation with others; analysing the pros and cons an drawing
from both my own experience and the experience of others
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The other major changes for me were changes in both the location and type of work.  My
apprenticeship and initial work was in the capital city.  In the early 80's, I was moved to a
maintenance station in a southern country town where I worked in the field.  In the mid 80's, I
was moved to a laboratory and maintenance workshop in capital city. We were rotated
between field (North and South) and the lab.  It involved working with a broader range of
protection metering equipment.  I was very happy in this work.  In 1989, the organisation was
restructured and assets were sold off.  The city workshop was closed down.  A new
workshop/laboratory was established at in country region in around 1989/90.  At the time I
had no family commitments.  I opted to come to the new location -- I was one of the first to
make the change.  I liked the work and I liked country.  Since then, work orientation has
changed to become more fixed on central lab activity.  The section was made a separate
business unit with an off-line hierarchy.
More recently, I was made a supervisor.  I moved from being mainly involved in technical
functions to being a 'people manager.  I needed people skills, particularly conflict resolution.   I
am going to do a leadership course shortly.  I am looking forward to this.  In all these work
changes, I have been helped by others, my workmates and particularly Paul, both during the
moves from the city and since.  I have noticed how my earlier experiences help me cope with
the later ones.  I now have more confidence and know that I can deal better with unknown
situations.  In particular, I have noticed how my personal/family experiences help me to cope
with work changes and vice versa.
I think most change is inevitable.  However, we can have some influence by questioning
changes we don't think are appropriate and by suggesting other options.  I have found people
in the hierarchy of the organisation have been quite receptive to suggestions – more so than
I would have initially thought.  Maybe, we can influence change more than we think.
My earlier training helped me initially by giving me my early skills, but what has helped me
most in dealing with change is what I have learnt at work, and at home from others and from
my experience.
[At this point the first interview ended and was resumed some weeks later]
I have now completed my leadership course.  It went well.  It has taught me how to listen to
people— to put yourself in their position -- work out a win-win opportunity.  I also learnt how
to be persuasive and how to coach people – the importance of listening skill.  We learnt how
to explain things to other people -- particularly the importance of feedback.  We did role-plays
together.  We were able to experience a whole range of conflict resolution skills, persuading
people and being assertive and sensitive.  I am finding it useful both at work and in my private
life at home etc.  I guess it has reinforced for me the linkages between work and home.
The two people in the section I think who are best able to deal with change are Paul and Tom.
They are both so positive in their approach and work with others to adjust to change.  I would
rate my own ability at now handling change as pretty good.  My weaknesses are probably that
I tend to look back and have difficulty seeing the need or justification for change.  I find it hard
to get motivated if I can’t see the justification.  My strength is probably that I accept that:
change is inevitable so I get on with it – being positive – moving forward
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4.11 Tom’s story
[34 year old male]
I have my School Certificate, Trade Certificate, and an Associate Diploma in electrical
engineering from TAFE.  I believe one of the factors that helps me to deal with change is my
age.  Young people seem to deal with change better than older people.  There are three
changes that I can think of that have been significant:  changes in the technology involved in
my work, change in my work role and changes in location of workplace.  With technology
changes in my earlier work, the equipment being tested and repaired mainly involved
mechanical relays.  Now, there are less mechanical relays and more computer controlled
equipment.  We also do more batch testing.  Another issue is that the computer technology is
constantly changing.  I have to adapt to the new computer technology more frequently.  The
second type of major change I have experienced is alterations in my work role over recent
years.  My role has changed from being a technician to that of an engineering officer.  As a
technician I mainly carried out testing and repair work in accordance with standard
procedures.  It involved a fair bit of fieldwork as well as some workshop work.  In my
engineering officer role, I am involved in developing instructions on the use, fault diagnosis
and repair of equipment.  There is little fieldwork.  Most of the work is done at the lab.  I carry
out a help desk function for technicians working in the field.  The fieldwork that we used to do
has been devolved to technicians in the field.  The third are of major change for me has been
changes in location of work.  I worked originally in power stations and moved to the
workshop/lab. about five years ago.  This was a big change, although it was made easier by
the fact that was appointed as a technician.
I think the changes in computer technology are a big challenge.  A big factor that helps me to
deal with the changes in computer technology, particularly software, is my access to other
people and the help I get from them.  Steve has been a particular help in working out any
problems I have in coming to grips with new software or hardware.  I also network with a
range of other people who I know have experience in the areas concerned.
I guess the way I approach changes is to try finding out what's different in the new situation or
change.  This may involve talking to other people and 'playing' with the equipment (in the case
of changes in technology).  I do this in a controlled way looking for the things that have been
changed, identifying the intended benefits.  I will do 'little experiments', being careful to control
the risks (e.g. small steps, backing up programs and software, trying to make sense of the
results of my little experiments, talking to others when it doesn't appear to make sense,
reading the manual and other documentation where appropriate, keeping notes of important
results).  For example when we went from relay-based equipment to computer-based
equipment, many things in the new equipment were the same.  I looked first of all at these
similarities and then tried to find the extra information needed to understand the changes
related to the computer control aspects.  This extra information came from manuals, from
other people who were familiar with the new equipment or from 'playing around' with the
equipment in a controlled way.
I think change is inevitable to some extent.  However, I think I am able to have some
influence, if I want to.  I think that organised training tends to teach you what you already
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know and it's not that useful.  I think we need more 'gap training' at work.  People should
check what you already know and identify the gap between what you need to know and be
able to do and what you know and can do 'now'.  Training should then be organised to help
you fill in the gaps.  To some extent, this is what happens informally but it would be good if it
could be more organised.
A person in the section that I think is good in dealing with change: is Dennis.  He works well
with others and believes in a tem approach.  I would rate myself as reasonably good at
dealing with change.  My weakness is probably lack of sufficient knowledge and concern of
ramifications of errors or mistakes.  I think my strengths are my positive attitude, my
enthusiasm, and my motivation
4.12 Matt’s story
[18 year old male]
I am a second year apprentice.  I haven’t experienced much change at work yet. Probably
one of the biggest changes for me so far was the move from school to work.  Moving to work
was the big challenge for me.  I was moving to a field with which I was not familiar.  Three
things were particularly new: --`the equipment I had to work with, -- the workplace and the
way it operates, and -- the people I had to work with.  I was worried that I mightn’t be seen as
fit for the job.  I realised that I had had no background in electronics. The thing that helped
me most was the support I had from other people in the workplace, particularly Steve.  He
acted as a sort of mentor – giving me advice and helping me.  He gives me little jobs to do.
He looks over my shoulder to see that I’m doing it right.  Sometimes he might show me what
I’m doing wrong and demonstrate the right way of doing it.  Steve has taught me a lot about
tracing faults in unfamiliar equipment and for solving unusual problems.  He’s taught me to
analyse the fault and ‘look to where it’s pointing’.  He has given me guidance on what
information to gather, the types of checks to make, how to analyse the information and what
strategies to use in the faultfinding process.  A good example recently was faultfinding and
repairing a faulty VCR.
I think that change is inevitable.  But it can be both good and bad.  I’m not worried about
change.  I think you can be an agent of change, as well as an object.  There is going to be a
lot more change in the future in both technology and society generally.  I think we are going to
see major changes in areas such as medicine -- surgery via the Net, communications, safety,
the broad mindedness of people, and the way people will tolerate of differences – there will be
greater tolerance.  The big change I am preparing for now is what happens at the end of my
apprenticeship.  I’ve already talked to others about how an electronics shop works …. that
may be an opportunity if there isn’t one here.
It’s a bit early for me to say yet whether my education and training helps me to deal with
change.  Some of what I learn at tech. I use at work.  However, I learn a lot from others at
work and from my own experience in fault finding and repair. I find TAFE fun.  It’s not a big
deal like school.  One of the persons in the section that I think is pretty good at dealing with
changes is Leo.  He approaches change so strategically and nothing seems to faze him.
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My weaknesses in dealing with change are probably my lack of experience, my uncertainty
and my general lack of maturity.  My strengths are probably my levels of enthusiasm and
interest in my work.
4.13 Jim’s story
[28 year old male]
I started out as an apprentice in a regional city.  I have my trade certificate and have
completed an Associate Diploma.  I am currently enrolled in a Degree.  I think that having a
degree will open up opportunities for me either in design or teaching.  I don't find a problem
with most changes or new situations.  I usually find them refreshing.
“Dealing with changes” seems easier for me, as I get older.  Probably, the biggest change for
me was the move from fieldwork to sitting at a desk.  There are four changes that I can think
of that have been significant:  (1) the move from field work to desk/bench work, (2) relocations
from the regional centre to country town and later back again, (3) developments in the
technology used at work, and (4) restructuring at work.
The move from field to deskwork was a big change for me.  In the field, I had freedom.  The
work was more physical.  There wasn't a lot of paperwork.  The workshop work has lots of
paperwork -- writing quality instructions.  I don't like it and I don't think I'm good at it.  I don't
enjoy work that doesn't appear to have meaning.  I like the technical aspects of the job
though.  When I first left the field and came to the workshop, the work involved fixing relays
and the like.  Since then the equipment has involved more microprocessors and electronics.
I like the challenge.  I don't enjoy work that doesn't appear to have meaning.
I find relocations really hard.  The relocation from a regional centre to a country town during
my apprenticeship was a significant change for me now that I think of it.  At the time of the
move, I was engaged to be married.  It was a big wrench for her.  She is very close to her
family, who live in a regional city.  I felt under a lot of pressure.  At the same time, I had to
resolve these personal issues.  I had to adjust to my new workplace.  However, from day one,
it was very positive.  The other apprentices helped me a lot.  We were a close group -- helping
each other - talking things through.  We often discussed things -- technical problems and
solutions.  I remember, in particular, a big explosion.  We worked closely as a team.  We
helped each other to deal with situations we had never faced before.
Other changes that are ongoing are those to do with equipment and technology.  As I said
before, the equipment has moved from being mainly relays to being microprocessor
controlled. It is much more difficult to repair.  It is more difficult to diagnose faults.  Also
computers and microprocessors are changing all the time.  It's a pain really.  Terribly
annoying.  Often the updating of the technology doesn't seem to have any benefit.  The
changes just seem to be for the sake of it.  Nonetheless, I enjoy problem solving.  Using my
brain, I suppose.  I like working with new relays.  Looking at their different features.  I enjoy
the challenge and get a lot of satisfaction from the technical aspects of the job.  I suppose I
like change really.  Life would be boring without it.
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I suppose another change is restructuring.  There has been a whole series of restructurings
(of the organisation) over a long time.  It is still going on.  I have never felt a threat to my job
security.  In fact, I find these changes refreshing.  I don’t seem to have any problems
adjusting to them.
I suppose we could talk about how I learn to deal with the changes that occur in the type of
equipment.  When I look at a new type of relay, I know first of all that all relays do the same
job.  Inside, they do it in a different way.  The challenge is to find out about these differences
and to understand them.  I find out how to set the relay up, given these differences.  To find
out about the differences, I might talk to others, particularly Dennis.  I will read the relay
manual to try to figure out how it works.  I might use a software package to download
information.  I will carry out some tests and try to figure out what the results mean.  It requires
a lot of brainwork.  Sometimes, I will work with Dennis on it.  We will discuss what I have
found out. Dennis will usually make suggestions for what might be done next.
Change is inevitable.  I don't think we can influence it much.  I tend to just roll with it.  I try to
get involved and understand what the changes involve.
I think your ability to deal with change mainly comes mainly from yourself or the people you're
working with.  One of the tech. teachers was a great help to me.  Inspired me, really.  We
talked in the staff room.  He suggested I do the degree.  He showed me how I could get credit
for the Associate Diploma I had completed.  I haven't forgotten about the help and
encouragement he gave.
Two people in the section who I think are good at handling change are Dennis and myself.
I suppose my greatest strength is my curiosity and my weakness is my lack of patience.
4.14 Trevor’s story
[38 year old male]
I have always worked for the organisation.  I was an electrical fitter apprentice and gained my
trade certificate in 1980 and my Electronics and Communications Certificate in 1981.  My
original career ambition was as tradesperson in construction based at a major regional city.
Hence, I put in for training as a technician.  I went to the city in 1983 and was eventually
appointed to work on a major country facility during its construction.  However, I wanted to get
back to the city and in 1985-86 obtained training as an operator.  I was subsequently
appointed to a country town as a District Operator.  In 1988-89, there was an asset sell-off.  A
move that led to a restructuring.  There was a big reduction in the number of jobs due to a
decrease in the number of country workshops.  I remained a DO until 1992 when the position
was no longer required.  From then on, other staff would do the work involved.  I sought a
transfer into the Laboratory/Workshop and was successful.  I was finally back in the regional
city.
Up until 1996, the Laboratory had been located in the city.  Its role was to evaluate the
performance of relays and to investigate problems.  It was scheduled to move to the country
but no one wanted to move.  I was asked to take over.  This was a totally new role.  I liked the
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testing part but wasn’t too keen on the other functions of the lab.  Unfortunately, while the
equipment moved from city to the country, the information stayed with the people who didn’t
want to transfer. I was on a very steep learning curve and there wasn’t a lot of cooperation
from the old staff.  They had been transferred to the design section.
There is a number of changes that I can think of that have been significant: (1) the relocation
to the country town, (2) the change from being a DO to being a technician, and (3) the move
back to the regional city in 1993.  When I was moved to the country town, I was isolated and
on my own -- out at sub-stations late at night.  Given my earlier work where I was always part
of a team and there were others I could call on, this was very hard for me to cope with.  But I
survived.  The change from being a DO to being a technician brought me back into a
workgroup environment again. I was given a lot of support.  There has been a lot of
technological change and it has continued into my current role.
The move back the regional city was particularly difficult because so many things happened at
once: First there was the change in the job.  This was compounded by the fact that the initial
work at the country centre involved ‘stand-by work’ which seriously affected my family and
social life.  Then we had had a new baby.  As well as that, we moved into a new home.  I had
also started a uni course at UNE in computer Science by external coursework.  However, I
only did one year in the course.  I didn’t mind the challenge because I was keen to get back.  I
have since recommenced my degree studies and am at uni doing Computer Engineering
I am cautious/ anxious about my future here (in the organisation).  There are a lot of
unknowns in the current restructuring.  The old view in the organisation was that you had a
job for life.  The current situation is very uncertain.
I guess the issue of changes in technology is a big one for all of us.  I don’t have a problem
with changes in technology.  I find lots of people are ready to help you.  I have helped other
people to develop their understanding of new technology and the skills to use it.  I’ve always
enjoyed working with new things, gadgets, computers --- I guess that’s why I’m in the job I’m
in now.  I suppose my father was a big influence in my ability to deal with change.  He worked
for NCR.  He was a manager on the computer side of things.  He continuously involved me in,
and exposed me to, new technologies and in particular computers.  He attempted to show me
how things worked.  He encouraged me to play computer games –space invaders and those
sorts of things.  He showed me how to print out pictures.  He developed my curiosity, exposed
me to the technology and encouraged me to find out things for myself.  At the big workshop at
the country town my supervisor was very interested in new technology and was very helpful to
me – sharing his enthusiasm and showing me things.  When I started the DO job there was
an absence of new technology and few people to share my interest with.  I think that’s why I
enrolled in the UNE course.  Here in the workshop and laboratory I received a lot of help from
Dennis and Bernard to enable me to orient to the lab.  I think assistance from other people is
very important in coping with changes.
When I deal with a new piece of equipment or technology, the first thing I do is to try and
identify what it is.  Then I turn it on and familiarise myself with it.  I will first look for similarities
and then I’ll focus on how it is different in the way it does things, operates, looks, etc.  I will
play with it for a while – moving forward in little steps – doing small bits of experiments –
getting explanations -- discovering how it works.  I usually find that despite the differences it
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will still use the same old fundamentals, which I learnt in my earlier training.  I am grateful that
my trainers taught me that ‘all relays’ are black boxes – you just need to find out how they
perform.  If all else fails, I might go and ask a technical representative – not a sales person –
eg Omicron device (a test device) or any of the computers.
I reckon change is inevitable.  However, we can influence it to a degree.  I haven’t always
coped well with change.  However, I was given help and was taught the techniques of
relaxation and how to approach change.  I have learnt that you must identify what you can
change, and what you can’t, and to tailor your approach accordingly.  Change is not always
good, but it often is.  If it is bad, you have to have a strategy for dealing with it.  Up until
recently, I could get very upset by changes I didn’t understand or which affected me badly but
I think I have learnt now how to deal with it.
Three people who I think handle change fairly well are Steve, Robert, and Bernard
I think I am very good at coping with technological change. However I’m not so good at
handling change in other parts of life.  My greatest weaknesses in dealing with change are
probably the limits of my knowledge and how easily I get frustrated and angry.  My strengths
are my eagerness and enthusiasm for new discoveries and my curiosity.
4.15 Bill’s story
[33 year old male]
I did my apprenticeship at in the capital city, starting in 1981.  I then went to a regional centre
for a brief period (9 months) before moving up to the country town.  At the country town, there
were only two people in the maintenance area of the whole workshop.  It was very hard work.
There were not enough people really.  There was a lot of work to do.  You needed a lot of
local knowledge, which initially I didn’t have.  You also had to be very good at time
management. I then moved to a major country workshop in late 1983 as maintenance fitter.
The facility at the time was still under construction.  It involved being on-call 24 hours per day.
The area involved extended over a 200km radius.  There was new technology in the
workshops that we had to become familiar with and maintain.  It involved dealing with many
people outside the workshop, including mining and forestry personnel.  In 1997, I moved to
the workshop/laboratory.  I needed to move to that regional city because of my son’s health
problems.  The organisation was very good and helped me by giving me the opportunity and
assistance.  However, it was a very big change for me.  The work involved working at a bench
calibrating test equipment – it was very different from the on-call fieldwork in the power
stations.
There are number of changes that I can think of that have been significant: first, the move
from a big regional centre to a big workshop based in a country town and second, the move
from country town to the workshop/ laboratory in a (different) regional city.  The first move was
a big change for me because for the first time I was very much on my own, in a strange place
and the workshop was enormous and overwhelming.  I arrived in town on a Friday afternoon.
My accommodation was a small room there, and I remember it had a smelly oven.  I asked
myself, “What am I doing here?”.  The big workshop was so different from what I had been
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used to.  It was so big.  Everything was covered with a fine layer of coal dust.  People winged.
A lot of time was spent prioritising – sorting out the important problems from the trivial ones.
All of a sudden, one of the most important skills was time management.  The other
maintenance technician there was a terrific support.  He helped me with my orientation --
showing me things, explaining things, introducing me to people.  He was always available
when I had a problem.  I had to remember so many things in a short space of time.  A lot of
‘learning what to do’ involved experimentation on the job.  I worked from what I already knew,
and adapted my knowledge and skills to the new situation.  Based on my experience at the
big country workshop and later, I think that other people and the help they give you are very
important in dealing with new situations and change
When I was moved from the big country workshop to the smaller lab/workshop at the regional
centre, I was lost for the first couple of months.  I had never worked in a laboratory situation
before.  Steve, in particular, helped me a lot in coming to grips with my new job.  I was very
apprehensive and nervous at the start.  I hadn’t worked in a laboratory situation before.  Every
day was a new situation with unusual faults.  This was different to the on-call fieldwork where
you mightn’t know in advance what the problem may be, but at least you were familiar with
the equipment, and the problems fell into certain categories.  I wasn’t sure whether I could just
sit down every day at a bench and work on equipment.  I’ll never forget that first day.  Steve
came across and offered to help.  It was terrific support.  I was so grateful.  Apart from Steve’s
help, I read lots of books.  This gradually built up my confidence and helped me overcome my
fears.
The move to the regional centre and the laboratory work has probably been my biggest
challenge.  While I have used my previous training and experience to some extent, I have
probably learnt most of the skills on the job.  There are three main ways I have been helped in
dealing with my new situation.  They are first and foremost the help provided by other people.
Then I have read a lot of books and journals.  Thirdly, I have learnt a lot through
experimentation and analysing the way equipment works, often in consultation with others.
I think change is good to some extent.  A lot of how we feel about change is in our
perceptions and attitudes.  For example, we have been through some downsizing.  A lot of us
initially thought this was not good.  But as it turned out, we ended up with more variety in our
work. We learnt to be more efficient and we developed a wider range of skills.  We became
multiskilled.  Work is now more interesting and enjoyable.
I do think that change is inevitable, and there will be a lot more in the future. We can influence
change to some extent, mainly at the local levels.  In other ways, we are just the victims of
some changes, particularly organisational and political changes.  I don’t have much control
over them, or input to them.  None of my training prepared me for the new technologies or
situations I deal with now.  I was given no training in the processes of adapting to new
situations or change.  What skills I have in this area, I have learnt from others on the job, or
through my own resources.
I think my strength in dealing with new situations is my willingness to accept change, once I
understand it.  I suppose my weaknesses are my nervousness and apprehension and my
need to know why.
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4.16 Brian’s story
[35 year old male]
I started out as an apprentice at a major country workshop in the organisation.  I worked as a
tradesman first at a couple of country workshops.  I then worked as a fitter at a major regional
centre for about 10 years.  I have been a technician in the lab. for about 2 1/2 years.  I have my
trade certificate and have completed an Advanced Diploma.  I enjoy change.  Some change is
major.  However, most changes are little day-to-day variations.  Thank God that everyday
changes do occur.  Otherwise, I would go round the twist'.  Jobs that give me the most buzz
and interest are big projects.  Jobs that have clear outcomes.
There are three main changes that I can think of that have been significant: (1) doing different
types of work, (2) being given more responsibility, and (3) restructuring at work.  In terms of
doing different types of work, there have been a number of situations where I have had to
adapt to significantly different types of work e.g. first, the move from big country workshops
into field stations; second the move from fieldwork to lab (desk and bench work).  In the move
from being a fitter in field stations to working as a technician in the lab/workshop, I have been
given more responsibilities and more complex work.
Another major change for me has been the restructuring of the organisation.  This has
resulted in redundancies and smaller crews, which work on a wider range of tasks.  This has
been a bit worrying.  However, I don’t think it is all bad.  Maybe, previously we were a bit
overmanned.
Probably the most enjoyable change and the most significant for me was when I was in the
field and I was maintenance fitter.  As part of the restructuring, we had to do our own
‘operational tests’.  Previously, we did the maintenance, but others did the tests.   I guess we
took over a more holistic set of job functions.  Some testing is very complex and you have to
see the implications of the testing for the whole system.  It was an enormous challenge for
me.  A bit of an ‘adventure’.  However, I found I enjoyed the responsibility.  In coming to grips
with the change, I found that I tended to work from things I already knew, or things I could
already could do, to those that were new.  We were given some additional training, but I found
that I learnt most from watching and talking to other operators.  We did the work under
instruction working with system operators.  There were about six or seven of them.  There
was a particular operator who was a key person in helping me cope with the change.  He
answered my questions and took time to show me what I needed to do and the precautions I
should take.
I think a particularly important thing in facing new situations and change are major events,
good and bad, that have occurred in your previous experience.  A major one for me was an
accident that occurred when I was working at a work site.  I accidentally dropped a lid, which
fell on 330 KV lines.  It closed the facility!  I was not popular, I can tell you.  As a result of this,
I now continually ask myself: “What if ….?” for a range of options or scenarios.  I guess I‘m
preparing myself for new situations in advance.
Change is probably inevitable.  It's not always good.  However, I believe we can influence
some changes.  But you usually have to work with others to make any difference.  I find that if
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you work in a group you can influence change more than working alone.  You share different
ideas, as well as having more influence.  The biggest problem, I think, is that we all have
individual ‘mindsets’.  Sometimes, the inevitability of the change is in our minds.  But I think
these mindsets can be changed.  A big problem I find is ‘frustration’ when the change doesn’t
appear sensible, or when no one tells you why it’s happening, or you don’t understand why a
situation has occurred.  To some extent, you tend to draw upon both your earlier training and
experience when you are faced with a new situation.  However, in new situations the more
important thing is watching others on the job and talking to them and working in a group rather
than just working alone. My greatest strengths are undoubtedly my positive attitude and the
interest I have in my work.  My weaknesses are my frustration when change appears illogical
and my mindset when faced with a change.
4.17 Ralph’s story
[65 year old male]
I started with the organisation way back in 1965.  From 1965 to 1970, I carried out many roles
at a big country workshop including: cleaning labourer, lorry driver, relief work as appliance
repair man; trades assistant to boilermakers and a number of other trades, battery attendant,
coal sampler, steam cleaner, and as a cleaner hosing down plant, equipment and work areas.
I moved to the capital city in 1970.  I worked there as a cleaning labourer and lorry driver until
1978. In 1978 I became a trades assistant to a team o technicians.  When the workshop
moved from the capital city to the regional centre, I took up the job of Lorry Driver
(Communications).  When organisation was restructured, I was appointed as a multipurpose
worker with responsibilities for lorry driving and computer work.  I drive around the country to
do a range of tasks such as radio checks at country locations or to carry out preventative
maintenance checks.  I work with computers to complete paperwork requirements for the lab
such as job numbers or goods receipts.  I raise sales dockets and arrange for items to be sent
or deliver it personally to a factory, etc.
There is a number of changes that I can think of that have been significant: (1) the move from
the capital city to the country, (2) having to work with computers and (3) living a long distance
from my workplace.  I guess the issue of ‘computers’ is the biggest issue for me.  I find
computers very frustrating and they have affected my eyesight.  The software’s always
changing.  Sometimes I feel like picking the computer up and just throwing it out.
I don’t think I’m a ‘computer person’.  I hadn’t had to deal with computers until we moved here
to lab/workshop at the regional centre.  I find there’s a problem when other people log in and
then go home so I can’t operate the computer until they come in the morning.
Jack, Leo, Steve and John are all very helpful.  Everyone has helped.  But they’re used to it.
They’ve had a lot of experience.  I have tried to use trial and error but I just seem to get
frustrated.  People should slow down to take you at your own pace.  But usually they don’t
have enough time for that.
I don’t think change is good.  For younger people it’s okay but when you’re 60 plus, it’s hard to
learn new things --- Your brain can’t adapt to it.  For older people I think changes should be
smaller -- taken in small steps and explained slowly.  Change is inevitable.  How you deal
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with it is affected by your age / generation.  I think Steve is the best person in the lab in
dealing with change, also Wayne in the garage.  My biggest weakness is probably my lack of
confidence in myself.  I suppose a strength has been my persistence.
4.19 Researcher’s observations on Case Study 1
I entered the organisation in January 1998.  My initial contact had been through the
organisation’s training manager who was based in a training facility on a large
suburban site.  I was attracted to the organisation because it was in a rapidly
changing area of technology and had been through major structural changes.  I had
been introduced to a senior executive in the organisation by my contact.  The senior
executive had expressed a strong interest in my research objectives and we had
discussed at length my proposed research activities and how they might be arranged
within the organisation.  The arrangements were subsequently confirmed by letter.
We agreed that the ‘workplace community’ that might be involved in the study
would be the management and staff of a workshop/laboratory section based on a
large country site.  The laboratory/workshop services the equipment maintenance
needs of the organisation across the State.  I was told, however, that while head
office and the organisational training division were pleased for the research to be
carried out, the final decision would be up to the section manager and the staff.
It was with great trepidation, therefore, that I approached my first meeting with Paul,
the manager of the workshop/laboratory section.  The section comprises about 35
staff organised into five subsections.  Two subsections are relatively large, each
covering different types of equipment.  These two subsections carry out maintenance
of faulty equipment sent in from other sites across the State.  They also conduct
evaluations of new equipment and develop maintenance instructions and schedules
for newly acquired types of equipment.  Three other smaller subsections each of
about 2-3 people carry out other functions such as design of testing equipment,
development of maintenance policy and the operation of a nationally-accredited
testing laboratory.  The section has been required to become more commercial and to
compete for a client base for its various services outside of the organisation, as well
as inside.
My training manager contact drove me to the site and introduced me to Paul, the
section manager.  Paul greeted me and expressed considerable interest in, and
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enthusiasm for, the project.  However, it was clear he had some suspicions and
concerns.  We spent three hours discussing the project including its objectives, my
proposed methodology and my ethics strategy.  He explained that there had been
several researchers who had previously visited the site.  They had collected their data
and hadn’t been seen since.  The staff were dubious about whether they should give
their valuable time to yet another researcher.  He also pointed out that there had been
a lot of organisational changes and downsizing.  I would be seen as a possible agent
of Head Office even though they had been told that I was an independent PhD
research student.  He suggested that I meet the sub-section managers first and explain
my research objectives and methodology to them.  They would then go away and
discuss the proposed project with their staff.  If they agreed, I could then come back
a week or so later and meet with the staff of each sub-section as a group.
I met first with the sub-section supervisors.  They were initially sceptical of the
project.  It took some time and much discussion of their concerns before they
confirmed their interest and support for the project and agreed to discuss it with their
staff.  Their concerns centred on:  (1) the time the research activities would take, (2)
the way in which the research might interfere with their operations, given that they
needed to be highly efficient, commercial and competitive, (3) how could they be
sure I wasn’t just collecting data for ‘management’ as part of another restructuring,
and (4) how would I ensure that their identities would remain anonymous and the
confidentiality of our discussions would be protected.  A week or so later, I was
invited to meet with the staff of the various subsections.  At each presentation, I
explained the background to the research, the methodology I was proposing to use,
the ethics strategy I was adopting and the possible benefits of the research to industry
overall, as well as them personally.  Fortunately, at the conclusion of each meeting,
the staff unanimously expressed support for my research activities and
enthusiastically filled in the consent forms.  Arrangements were made for the
conduct of the individual and group meetings over the coming months.
For the following twelve months I visited the site regularly to interview and observe
the managers and staff of the individual sub-sections.  On some occasions, we had
group meetings.  It is a long drive from my home to the site.  I would leave very
early in the morning and arrive on site about 8 15 am.  In the early stages, this
enabled me to briefly meet with the section manager before going into the
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workshop/laboratory.  By the later visits, I had just become ‘part of the furniture’ and
was allowed to come and go fairly freely.  I would usually leave the site about
4 00 pm.  The section operated from 7 30 am in the morning to 3 30 pm in the
afternoon.
A key location for me was the staff room for the workshop/laboratory staff.  It is
where all the ‘key discussions’ take place, important matters such as ‘who won the
football last night’; ‘where I’m going for my holidays’; or ‘the latest rumour of
another organisational change or downsize’.  It was not surprising therefore, that
while Paul, the section manager, had organised for a special meeting room to be
available for my interviews and group meetings, the staff preferred that we meet in
the staff lunch room.  I ended up conducting all of my activities either in the staff
lunchroom or the workshops/laboratories themselves.  This simple adjustment
seemed to further confirm my ‘acceptability’ to the staff.  Each of my visits to the
site involved four or five interviews of about an hour each.  As well, I was able to
join staff for both morning tea and lunch.  Some of the staff just chatted with me over
a cup of tea or lunch.  Others played cards every lunch hour and I just sat in on the
games and joined in the interactions.  The discussions at these informal activities
provided me with valuable opportunities to observe interactions and to gather
supplementary information about the community and the way it operated.  On a
number of occasions, I was able to have group discussions with a number of staff.
By about my third visit, it was clear that I had become accepted and that the staff
regarded me as a ‘de facto member of staff’ and a friend.
After the sixth meeting, I was given feedback by Paul that the staff were impressed
with the research and that it was having a positive effect on morale.  A number of
staff I had interviewed had told him that our interviews had caused them to reflect on
the changes they had been through and what had happened.  They felt that they were
not only providing me with my data but were personally benefiting from the research
activities as well.  This confirmed my own observations that, as the participants
discussed the critical changes and situations they had faced, they were becoming
more aware of what had happened, what strategies they had used, and what
opportunities there were for different approaches in the future.  This reflexive
dimension of my research is discussed more fully in Chapter 8.
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In all, 16 members of the community were interviewed, including all managers and
some staff in each section.  All members of the workplace community of the section
participated in the group and informal activities.  The selection of who was to be
interviewed was determined partly by work schedules and who was on-site when I
was there.  The types of changes identified by the 16 participants interviewed are
shown in Table 4.1.
Table 4.1  Types of changes identified in Case Study 183
Classification of
type of change84
Changes in
work function
Changes in
physical
location
Changes in
technology
Changes in
organisational
structures
Changes in
personal life
Number85 16 12 7 6 2
From the very first day, I was greatly moved by the experience of conducting the
fieldwork interviews.  As I explained in Chapter 3, my approach was to guide the
interviews with the minimum of interaction and only a light scaffolding of trigger
questions.  An outline of the trigger questions is provided in Appendix 2.  I urged the
participants to speak freely in their own words with an occasional prod of
encouragement to them to continue, to elaborate or to tell me more.  Without
exception, the interviewees shared their experiences and feelings with me.  Once
they had relaxed, they poured out information on what they regarded as critical
changes or situations they had experienced.  Often, highly confidential information
was shared with me.  I was greatly privileged.  I felt as though they were relieved at
last to have an opportunity to unburden themselves of things that had been on their
mind for a long time.
As I observed the workplace community over the period of the fieldwork, I noticed
the way in which workplace culture and social dynamics tend to shape attitudes and
behaviour.  This was evident in how people spoke to each other, who interacted with
each other in the staff room during tea breaks and how participants with whom I was
83 Details of the types of changes identified by all persons are provided in Appendix 9.
84 I established the ‘change-type categories’ after a review of all of the critical changes nominated by
the persons being observed across all four case studies.
85 Please note that some persons nominated two ‘change incidents’ that fell into the same
classification category.
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casually interacting (as opposed to the planned interviews) spoke about others in the
workplace and shared asides.  Confidences were also shared during the planned
interviews with the assurance that confidentiality would be maintained.  In some
instances information that revealed the differences in relationships and the effects on
how participants approached change was shared on the understanding it was not to be
recorded or reproduced.
The contrast can be seen between the cultures of the workgroups of three
laboratory/workshops within the workplace community studied in the large
organisation.  For the sake of discussion, I will call them Workshops A, B and C.  By
and large, the workgroup in Workshop A appeared to be highly achievement oriented
and relatively dynamic, structuring itself for the new commercial focus required by
the top management, as well as the perceived opportunities being created by the
rapid changes in information technology. The workgroup seemed highly task-
oriented and focused on outcomes.  When I observed the workgroup more closely,
however, there appeared two different sub-groups.  One sub-group was highly
committed to the current management direction.  Even though the members of this
‘supportive’ sub-group struggled to keep up with the changes required, they pressed
on regardless and tried to maintain a positive, constructive attitude.  The manager of
Workshop A was seen by members of the supportive sub-group as being a good
leader and a person who was highly successful in dealing with change.  The other
sub-group in Workshop A was sceptical of the current management direction.  The
members of this “resistant” sub-group basically just did their job.  They participated
when required, generally following directions but taking few initiatives.  Most buried
themselves in a niche of the work of the workshop and endeavoured to impress the
workshop manager and their peers with their performance.  However, they drew
short of committing themselves to the workshop manager’s vision of a competitive
commercially-viable, self-contained work unit.  In the course of my interviews with
members of the workgroup of Workshop A, I became very aware of the tensions that
existed within the group.
The workgroup of Workshop B was also trying to adjust to the new directions of
commercialism and technological change but was more conservative.  The manager
and the workgroup of Workshop B were much more people-focused than workshop
A.  There seemed to be a more collaborative atmosphere and more of a team spirit in
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this workgroup compared to that of Workshop A.  Attitudes towards change in this
group tended to be all fairly positive, albeit conservative.  The workgroup of
Workshop C was a sharp contrast to that of the other two.  In Workshop C, the sense
of community was almost non-existent.  Knowledge was seen as power and was not
shared.   It was tightly held by the older, more-experienced workers.  They seemed to
fear that if they shared their knowledge and experience they might create
opportunities for the younger members of the groups to challenge them for their
positions.  There seemed to be a strong sense of antagonism, suspicion and
frustration across this group.  One of the participants interviewed indicated he was
looking elsewhere for work.  Even though this participant had had considerable
success elsewhere in dealing with change, he felt frustrated and disempowered.  His
sentiment was “….. if I’m going to be starved of the vital information I need to do
my work, why should I try?”
All members of the workplace community, including the three workshops described
above shared a degree of apprehension about future changes and how they and their
workgroups might be affected in the future.  A major contributing factor to this
appeared to be the lack of concrete information from top management on its
objectives and expectations.  Many of the participants interviewed commented on the
effect of insufficient access to information that might help them to learn how to deal
with the changes occurring in the workplace.  Previous exercises in downsizing and
restructuring within the organisation added to the paranoia.  New initiatives aimed at
improving efficiency and competitiveness and the streamlining of processes were
seen to be complicated by retention of old facilities and administrative arrangements.
There also appeared to be an over-zealous application of monitoring and auditing
systems, resulting in a considerable drain on precious time, as well as apparently
unnecessary and redundant collections of endless data on performance.
Notwithstanding these identified variations in contextual influences, I noticed
consistent patterns of responses and behaviour during the course of my observations
on-site and my interviews with the 16 participants within the workplace community.
While the organisational policies and workplace cultures clearly affected the
disposition of participants to learn to deal with change and to apply their previously
learnt skills and knowledge to new situations, clear themes of what appeared to
influence the way participants learnt to deal with change emerged.  The most obvious
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of these was the extent to which networking and the support of people featured in the
lives of participants who were perceived as being good at dealing with change.  This
pattern can be observed in my summary of interpreted data in Appendix 8.
It is particularly significant that the two participants that were perceived by
themselves and others as being unable to cope with change or new situations prided
themselves on being “independent” and not reliant on the support and help from
others.  They saw learning as a very personal and individualistic activity.  In their
view, learning was not achieved with the help of others, except from designated
teachers and trainers in specific institutional contexts.  Very important observations
for me therefore were their comments that they were taught to be ‘independent’ by
their teachers, family and early workplace supervisors.  They explained that
competent and clever people don’t need help; they can stand on their own two feet.
“…only ‘wimps’ need to ask for help.”   They pointed out that exams at school and
college emphasise the importance of working alone and that progress at work and in
education is based on individual merit and achievement.  Both said in their own way
that they were taught not to be ‘cheats’.  One was Charlie who came in from stress-
leave especially to participate in the study
“Quite a few people have offered to help me in dealing with changes over the years.
However, I prefer to be independent.  I haven’t been too bothered about it.  I try not
to be too reliant on other people.  I was taught that smart people should think for
themselves.  I suppose our initial perceptions tend to shape our attitude.”
…Charlie
As well as these specific comments, there are several other outstanding
interpretations of field data86 that emerged in the course of the fieldwork of
Case Study 1:
1. Most of participants perceived as proficient in dealing with change stressed the
importance of maintaining a positive attitude or disposition when learning how to
cope with new situations and change.  I was able to make contrasting
observations that participants who had difficulty in handling change tended to
display a range of negative attitudes through their comments including anger,
apathy, resignation, depression and despair.
86 I deal more fully with these observations and related interpretations in Chapter 8.
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2. Participants regarded as being good at handling change tended to use a range of
strategies or schema to learn how to deal with change.  Most of these involved
the use of metacognitive skills including reflection, interpretation, analysis and
problem solving.  The strategies or schema consistently included:
- systematic reflection on past experience and previously learnt
knowledge and relating it to the problem at hand – looking at
similarities and differences;
- sourcing and interpreting information relevant to the change or new
situation;
- using people networks to learn and gain information and advice
about the change or new situation and ways of handling it;
- learning how to deal with change by experimenting (problem solving)
in small steps, trial and error, in circumstances where there appears
insufficient information from other sources.  The experimenting
usually includes systematic interpretation and analysis of results; and
- reflecting on contingencies and possible scenarios to determine
options and implications of various courses of action.
3. Most participants felt that formal education and training had not prepared them
well for dealing with changes and transferring previously learnt knowledge and
skills to new situations at work and elsewhere.  While some conceded that their
formal education / training had given them a foundation of technical skills and
knowledge that they had been able to build upon, they had not been taught the
strategies or how to use the ‘metacognitive’ skills which appear to be so
necessary in the workplace to successfully deal with change.  Nor had they learnt
the importance of people networking and interpersonal skills, which also appear
to be important requirements for learning to deal with change.  The majority of
people involved in the study confirmed that they had learnt how to deal with
change usually from work mates and supervisors and by experimentation.  Most
suggested that institutions could do more to prepare people on how to deal with
changes they will inevitably meet in the workplace.
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CHAPTER  FIVE
CASE STUDY 2
SMALL ELECTRICAL CONTRACTING FIRM93
5.1 The participants in Case Study 2
The participants in Case Study 2 were the managing director and two employees of
an electrical contracting firm operating in a major capital city. The firm has been
operating continuously since 1986.  Initially, it was a partnership company with two
directors, the Managing Director and his wife.  In 1996, it became an incorporated
company.  The business has had its successes and failures over the years but has
survived.  At one stage, it was relatively large with a foreman, a number of
tradespersons, an apprentice and several subcontractors.  At the time of the
fieldwork, it comprised a core of the Managing Director, a technical and business
advisor (who was an engineer and also had business qualifications), a tradesman and
a number of sub-contractors.  The firm has always operated from an office/workshop
in a converted garage at the Managing Director’s home.  The business premises are
located in a pleasant suburban area surrounded by groves of trees.  It has a small fleet
of colourfully painted vans fully stocked with equipment and electrical materials that
are used by staff and sub-contractors when doing the work of the firm.
Two major problems have existed for the organisation over recent years.  They were
the deregulation of the electrical industry and the building construction on the
Olympics Games site.  Deregulation has significantly changed the way the firm
operates.  Work has become far more competitive and many contractors have spent a
lot of time and energy trying to win Government contracting tenders, often in vain.
The Managing Director has remained focused on domestic and small commercial
contracting and has thereby avoided some of these problems. However, at the time of
93 Please note that the narratives presented in this case study faithfully follow my field observations
and interviews and have been confirmed with the participants concerned.  In presenting the stories
however, I have altered names and any detail that may identify the organisation or the participants
concerned in order to protect their anonymity.  Hesitations in the flow of the discussions have been
edited but the transcript remains faithful to the records of interview.
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the fieldwork, the Olympics site had sucked away the firm’s talented tradespersons
and our apprentices, lured by the short-term opportunities to earn much better
money.  At he time of the fieldwork, this had become quite a problem for the
electrical contracting industry.  To counter this, the Managing Director and his
business adviser were developing and implementing a strategy to diversify the
operations of the company.  It involved the use of the Internet and specially
developed business systems.  They were quite excited by the prospects.  A diagram
showing the ‘workplace community’ within which the firm was operating at the time
of the fieldwork is shown in Figure 5.1 below:
Figure 5.1    Workplace community -- Small electrical contracting firm
I visited the firm several times over about three months.  I spent time talking to the
three participants either individually or in group meetings.  I had in-depth discussions
with the Managing Director, Peter, and two of the employees, Jonathon and Steve.
Their stories are told below by means of transcripts of the discussions I had with
them.
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5.2 Peter’s story
[37 year old male]
I run my own electrical contracting business together with my wife.  When I left school, I
wanted to be skilled in a relatively unique area.  I chose a profession that involved a
license in a restricted trade (i.e. electrical) rather than say a bricklayer or handyman. I
chose to do a trade because at school nothing made sense.  I was not to find out until I was 34
that I had ‘visual dyslexia’.  Even when I commenced my apprenticeship, I had to struggle.  To
get through, I had to attend every class, do as much as I could in the classroom situation.  I just
bombed out in exams.  At the time, I didn’t know why.  Unusual situations and change were a
nightmare for me but I had no idea of the reason why.  I started my apprenticeship in 1980.
Initially, I was working in industrial electrical service and installation.  After 3 years I had a major
accident, and after this moved more into domestic contractor work.  During 1983, I moved from
one contractor to another.  I had many different employers.  This had some negatives.
However, I did develop a wide range of experience, albeit with relatively limited expertise in
each separate area.
In 1986, I formed a partnership with Susie, my wife.  It was a contracting business focused on
domestic service and installation.  I was then 24 years of age.  I concentrated on domestic
contracting because industry contracting was very difficult for me.  This was due to the
complexity of electronics and in particular, programmable logic controllers or PLCs.  I also had a
big problem with the high noise levels in factories.  I wasn’t aware of the reasons for it at the
time, but my dyslexia was the cause of these problems.  Six months after starting the
partnership, we employed our first part-time staff.  After 12 months, we were employing some
full-time staff and subcontractors.  After 18 months, I won a contract to install equipment and
wire a block of 24 factory units.  It was a nightmare.  I didn’t fully understand the implications of
contractual agreements and we ended up running at a loss.  I learnt a lot about contracts
through the exercise.  The job was very large – about $120,000 in 1988 dollars.  Each block
had a mezzanine floor, which would ultimately have stairs.  However, I was not aware that the
stairs would not be constructed until after the electrical work had been completed.  We had to
access the partly constructed mezzanine floors by way of ladders that had to be carried onto
and around the site.  The job took a lot longer to complete than we had estimated for.  We had
six employees and the time blow out pushed up labour costs.  We learnt a hard lesson on that
job and had to commence again from scratch.
In 1989, we started again.  We gradually diversified and built the business up, eventually
employing four guys.  I was keen to get out of electrical work if I could.  It all seemed too hard.
In 1990, I entered into a property development initiative with a close friend.  I saw this as an
opportunity to shift the focus away from electrical contracting.  It involved the development of six
properties.  I did all the electrical work.  Unfortunately, there was an economic downturn and the
initiative failed.  To make matters worse, I had lost my client base while I was focused on the
property development.  We were back at square one again.  It was 1991 and for once, fate
seemed to smile on me.  On the 21 January, there was a big storm in the northern suburbs.
There was a lot of damage to houses.  It created a huge amount of work for electrical
contractors.  We worked very hard.  I worked from dawn to dusk --- day after day.  By the
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beginning of 1992, we had got back to ‘tors’.  We bought an investment unit.  However, during
1992, the work again seemed to dry up.  ’92 and ’93 were hard years for us.  I looked to doing
some insurance sales as a parallel source of income.  I did an insurance sales course.  It didn’t
go too well.  I didn’t realise it at the time but the dyslexia once again complicated both the
training and the job.  I was lucky, however, as I had a good tradesman who helped me keep the
contracting business going while I did the insurance work.  A big spin off of the experience was
that I at least learned more about ‘how to sell’.  Through 1993, I was operating largely by
myself, working 7 days a week and answering emergency calls at any hour of the day or night.
It was too much.  I needed to have more people to help me.  I took on an apprentice, Steve,
who later became my foreman.  With his help and my new found sales skills, business picked
up.  In 1996, we replaced our partnership with an incorporated company.  Everything started to
go pretty well.
In January 1997, our daughter was having difficulties at school.  She was tested and found to
have dyslexia.  I noted that the symptoms were horribly similar to my own.  This alerted me to
the fact that I might have the indications of dyslexia.  I was also tested and confirmed as having
‘comprehension dyslexia’.  Suddenly, a lot of my earlier problems were put into context and had
a reason.  In 1997, I was ‘hunting’ for tradesmen to build up my team.  In the course of this
exercise, I was approached by three graduate electrical engineers, looking for work.  I picked
one who was about 28 years old.  Jonathon is still with me.  During our discussions he said he
could work with me to help me improve my business.  It made sense.  As well, by ‘hiring up’,
I was able to overcome the restrictions on my business growth from a technology point of view.
I had available to me a person who could help me handle the more ‘complex’ problems and
work situations.  He also has skills in the Internet, project management and systems
development.  He is now a key sub-contractor working with me 5 days a week – 9-10 hours a
day.  We are coming up with new business strategies that seem to be working.  It takes time to
see the results but they are producing outcomes.  In 1998, Steve left to set up his own
business.  This change scared me a lot.  He left a big hole.  I tried a new apprentice, but he left
without notice or reasons.  We have tried to recruit other tradesmen without success.
Unfortunately, the short-term returns on the Olympic construction sites are more attractive to
the young apprentices and tradespeople than routine domestic and industrial contracting work.
The turnover of staff has enormous effects on our capacity to do business.  It takes at least a
year for the orientation of new staff.  They have to adjust to our style and capability and be able
to match the work to the quote in the way that we want.  We need to have a relatively stable
workforce.  We have now adopted a new strategy, sponsoring immigrants who have electrical
skills.  They are locked in for 2 years under the immigration arrangements.  I have a Scottish
guy working for me under this arrangement who is working out very well.  Jock’s a great
tradesman.  It’s a ‘win-win’ situation for both of us.  I still aim in the long term to get out of
electrical contracting as such.  We have a strategy for the development of a ‘virtual warehouse’
built on the Internet.  We are moving to set up the final form of the company to do this through a
series of progressive stages.
Some of the most significant changes for me were: (1) finding out about my dyslexia, (2)
deregulation of contracting, and (3) the ups and downs of business including changes of
direction.  Probably the biggest change in my life was finding out about my ‘comprehension
dyslexia’.  This was big positive change for me but fraught with enormous challenges and
emotional issues.  When I found out about the dyslexia, I had a great sense of relief and well-
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being.  Reasons for many of my problems in education and at work suddenly fell into place.
I have now learnt how to deal with the condition and it has changed my life enormously, but it
has not been easy.  I completed a personal development course, which included a “Landmark
Forum” as well as a major personal counselling program.  This has taught me “how to listen”
and to know “why I am the way I am and what I am”.  I am now actively back into sport, tennis
and squash.  I play socially and in competition on Tuesdays and Sundays.  It provides an outlet
for my competitive drive.  My whole attitude in my work has changed since finding out about my
dyslexia in 1997.  I have identified and come to grips with my mental likes and dislikes.  I now
have a much more positive approach and attitude to life and work.  I reflect upon situations.
I talk them over with my wife, business associates and counsellors.  I’m not afraid to ask for
help.  I now think through the reasons for the situations and their pluses and minuses.  I weigh
up my options.  I’m not afraid to grasp innovations and changes.  Previously, I was very afraid
of them.  I guess I now have a more strategic approach to ‘survival’.
Another change that was significant for me was the ‘de-regulation of contracting’. This was an
important issue for me because I’m not keen to do line work.  I suppose it’s feasible in principle.
However, in practice, it is very complicated.  The ‘bureaucracies’ make it virtually impossible for
contractors to break into it.  I had to consider the issues and made a conscious decision to
avoid this type of work.  I tend to prefer change now.  Life would be pretty dull and boring
without it.  However, prior to 1997, I had difficulties.  I hated change.  I was petrified of it.
I couldn’t visualise long-term goals.  Planning around change appeared in vain.  I just pressed
on regardless with day-to-day pushing.  I bottled my worries up inside myself.  I tried to do it all
myself.  I had no strategic plan.  I was frustrated and had a feeling of hopelessness.  Of course,
this was because I didn’t know I had dyslexia, nor how to deal with it.  Prior to finding out about
my dyslexia, I thought change was inevitable and totally outside my control.  I dealt with change
by just heaping work upon work and pressing on regardless.  I guess it was just a reactive
approach.  I shut my eyes and hoped that somehow things would work out.  Without Susie, my
wife, quietly helping me through every crisis, I would have been history.  Since coming to grips
with my dyslexia, I have been much better at dealing with change.  I now know I have some
choices and can intervene in change to some degree using a strategic approach.  A lot of this
involves identifying ‘fall-back options’ and reflecting on the positives of the outcomes of
changes.  I look at the “what ifs” and have strategies for dealing with different scenarios.  I try to
move in small steps, testing new options and changes before moving on.  This is the approach
we are taking with the new business developments I am working on with my business
associates.
Education was complicated for me because of my dyslexia.  Overall, the trade training wasn’t
much use.  I think the trainers should have had more practical experience.  They focused too
much on theory and tended to just teach you about current things, or worse still, out-of-date
things.  They didn’t do much to prepare you for the changes and ups and downs of the future.
I have learnt more from my own experience and from talking with others in the trade and
business associates.  I think there is a need for more business training in vocational courses.
As regards change, I believe people should be given more training in “thinking strategically”.
I recognise that many of my current business associates are pretty good at dealing with change.
Jock, my Scottish tradesman seems to cope well with change and just takes it in his stride.  He
is a confident guy who approaches things systematically and methodically.  So is Jonathan,
who is an engineer and a key adviser to me on my business development.  He is calm and
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resourceful and thinks things through.  Steve, my original apprentice and later foreman hated
change.  I think I’m fairly good at managing change, now, particularly with the help of others.
I guess my greatest weakness is my procrastination in dealing with things.  My greatest strength
is probably my determination to see things through and to look for the positives.
5.3 Jonathon’s story
[28 year old male]
I work as a technical adviser and business associate of Peter.  I am an engineer and
management expert. I have a Certificate in Foundation Science, a Bachelors Degree in
Electrical Engineering, an Advanced Diploma in Quality Management and a Certificate in
Quality Awards Assessment.  I come from a medium sized family in Fiji.  I have 2 brothers and
3 sisters.  My father was a foreman in Burns Philp.  After I finished my high school education, I
went for one year to the University of the South Pacific, where I did a Certificate in Foundation
Science.  From there, I went on to complete my Bachelors Degree in Electrical Engineering
between 1989 and 1992 followed by five years as an engineer with AWA in Fiji.  After that, I
taught for a year at the Technical College in Fiji with an expatriate technical teacher from
Australia.  We used the NSW curriculum.  From there, I worked for two and a half years with the
Fiji National Training Council (FNTC), in the areas of management education and quality
management.  My job was mainly to go into companies and to educate the managers in new
management techniques.  The Council was affiliated with organisations all over the world --
including Japan, Europe, Asia and here in Australia, the Australian Quality Council (AQC).
I taught and then gained a Diploma in Total Quality Management while with the FNTC.  I also
started an MBA in Technology Management at an Australian University.  I moved to Australia
and joined PS Electrics in 1997.  Since then, I have put the MBA on hold.  I’m not sure that an
MBA is appropriate for me at my current age.  I’m still relatively young and I feel I have better
opportunities working with Peter at PS Electrics.  Besides I’m not altogether happy with the
education system.  I have doubts that it will lead to better work opportunities.  Unfortunately,
I find that Australian managers, in the main, are poorly qualified, or don’t have any qualifications
at all.  They are not very responsive to working with people who are highly qualified.
Some of the most significant changes for me were: (1) personal life changes (moving from living
in a family to living alone), (2) move from one country to another (Fiji to NZ to Australia), (3)
finding a job, and (4) adapting to new technology (although not really a challenge.  I find that
I am able to deal with technological change relatively easily).  Finding a job in New Zealand was
not really a problem.  There are a lot of cultural similarities between Fiji and New Zealand;
people understand where you’re coming from.  There is a similar racial mix between the two
countries.  However, in Australia, it is very different.  While Australia is also multi-racial, it is a
different mix.  The differences between the various cultures are greater.  There are more people
from the Middle East, from Asia and from Eastern Europe.  There are greater differences in
mentalities, cultures, ideals and lifestyles.  This makes it much more difficult to communicate
with each other and to understand each other.  I found it made it much harder to adapt to
Australian workplaces.  Also I find that most Australian managers are very ignorant of other
countries and cultures.  In my job interviews, I was made to feel like a stranger, out of place.
The interviewers had no idea of the Pacific Islands and the sort of educational and work
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experience I had had.  They didn’t seem to understand that I can speak two languages fluently,
and that I have worked successfully with some very large companies and organisations.
I haven’t let this bother me.  I just get on with life.  However, it does concern me that my
achievements aren’t fully recognised.  I tend to keep my private and work lives separate.
Getting the job here with Peter was different.  I am very pleased with my current employment.
I don’t find technological change a problem.  My earlier training and degree provide the basis of
my knowledge, my ‘launching pad’.  I have built on this with my experience and further training.
I try to prepare for changes in advance, to anticipate them.  I try to think through different
scenarios, ‘what if … certain things happen’,  ‘what would I do?’.  If it is a new piece of software
or hardware, I check out what is on the market, I ring up, go to demos, seminars, etc.  I look at
what is similar and what is different between the software and hardware I already know about
and the new products.  I talk to lots of people.  I try to find satisfied clients and talk to them.
I analyse the data, interpreting it, making decisions.  Is it economical?  Is it viable?  Do people
buy it and why?  I work slowly, one step at a time.  It is a ‘continuous improvement process’.
I like working with Peter.  We are able to have a strategic approach to change.  He is receptive
to change.  He likes people with ideas.  I think we “must influence people with ideas”.  Peter has
dyslexia.  He has ideas and I have the background, skills and knowledge to help him realise
them.  We saw the opportunity to work together as a team.  It is working well.
Change can be both good and bad.  I think it is inevitable.  It can be imposed on you, or you
can go with it.  If you go with it, then at least you will have some degree of control.  When you’re
dealing with change, it is important that you anticipate, plan and work towards it.  In big
organisations, I think it is critically important that people are ’involved’ in change.  It is vital that
people are given information about the change, what the organisation’s expectations are and
likely implications of the change.  I’m happy to be working within a small company.  I find a
better ‘workplace culture’ here.  There is a more positive relationship.  I feel I have more
influence and power than in other work situations I have been in.  I believe that when you are
dealing with change, you should use and be involved with other people.  However, this is an
ideal and is not always possible because of poor workplace cultures or power relationships.
Ideally, you should consult with others.  Attitude is crucial.  You must have confidence, be
positive, and believe in yourself.  You must understand your own strengths and weaknesses
and deal with them, building on your strengths and dealing with them or compensating for your
weaknesses.  The attitudes of others are important as well.  If others in the workplace are
‘tuned in’, you can consult and work with them.  If not, then dealing with change is a lot harder.
My earlier education has helped me to some extent in how I deal with change.  However,
I think there is scope for some improvement.  People need to be given a better understanding of
the practical aspects of the change processes.  I think that people here at PS Electrics are
reasonably good at dealing with change.  However, in general I think electricians are not well
prepared for change. They tend to ‘survive for the moment -- for today’.  There is a need for
more training to prepare them for change. I think I’m very good at managing change.   I have
had a fair bit of experience for my age in handling some awkward new situations.  My greatest
weakness in dealing with change is probably my frustration with people around me who are not
as ‘switched on’ about change as I am.  This tends to affect me.  My motivation seems to be
affected.  My greatest strength is probably my acceptance of change.  ‘It’s just part of life’,
I have a positive attitude.  It’s the way I prepare myself for the uncertainties of the future.
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5.4 Jock’s story
[24 year old male]
I work as a tradesman in PS Electrics.  I did my technical training in Glasgow in Scotland.  I
started my time in 1991.  Initially, it was block release, one month on and one month off.  I
completed my apprenticeship after three and a half years.  It included both electrical as well as
electronics.  I had lots of valuable site experience with large companies in Scotland – both in
domestic as well as commercial work.  I gained some of my most valuable experience at a
University in Glasgow.  I was sub-contracted by a firm to do all of the electrical maintenance.  I
came to Australia in November 1997.  Initially, it was a working holiday.  I worked as an
electrician initially part time to subsidise my holiday.  However, since then I have decided to
emigrate and settle here and I’m now working as an electrician full time.  It wasn’t too hard to
adapt to the electrical work here.  There is a lot of similarity between Australia and Scotland in
terms of materials, fittings, wiring rules etc. A major thing I have noticed is there is not much
steel wire armoured cable.  The big difference is in the weather.       It is very nice here but it’s
too hot sometimes to work comfortably.  Work is much more relaxed here compared to
Glasgow.  Here, I find I’m busy but not pushed to the same extent.
Some of the most significant changes for me were: (1) moving to Australia, (2) getting
recognised as an electrician in Australia, and (3) coming to grips with more advanced
technology, for example: computer controlled switchless lighting.  The move to Australia was
large change for me.  I found it awesome and exciting.  It was a long way to Australia and a big
unknown.  Would I get work?  Would I get recognition?  Would I have enough money to
survive?  However, I did survive.  When I arrived, everyone was so helpful.  Other backpackers
gave me the names of contacts and the telephone numbers of useful employment agencies.
People seem to work as a team with you to get a job.  I was gradually building up a network of
friends including people from home in Scotland as well as people I had met here.  I guess
networking with other people was one of the most important factors in making the change.
My first job was with a large company and lasted about two months. We were working on a
large shopping centre.  It was a major challenge, not only because of the electrical work, but
also because of the multicultural aspects of the workforce.  There were people there from all
sorts of nationalities and not many of them could speak English.   Communicating with each
other was a real issue.  I noticed many similarities but some differences in the electrical work
I was doing.  There is a lot more use of earth leakage circuitry over here.  I was given lots of
help and assistance by my supervisors.  When I’m faced with new technology, I look for
someone I can ask to explain it to me.  I have found Australians, on the whole, are very helpful
and will explain it to you.  Mostly they are foremen or bosses.  In my current job, I will ask Peter
if there is something that I don’t know or understand.  He will go through it with me and explain
things that I’m uncertain about, or are unusual.  We work together as a team.  Every morning
we go through the work of the day and if there is some new technology or way of doing things
that I don’t have any background in, we will nut it out together.  If I’m out on the job and there is
something new that I don’t understand, I go through a process of trial and induction.  I draw on
my earlier experience and look for things that are similar to the problem that I have.
I experiment sequentially in small steps, checking the outcomes, analysing the results and
gradually inducing what I don’t know.  If all else fails, I get on the phone and contact someone,
usually Peter, in the first instance, and discuss my problem with him.
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I think that change is inevitable.  Change is good.  It’s usually a move to the better.  I’m not
frightened by change, I like to learn and it’s through change that you learn.  I think my earlier
training has helped me a lot in dealing with change.  It gave me the base of knowledge I
needed to learn on the job.  A professor at the technical college who used to teach me, helped
me a lot.  We worked on jobs together outside of the tech.  This gave me valuable practical
experience and I learnt a lot about how to handle unknown problems and situations.  When we
worked outside of the Tech, I met lots of people, including the chief engineer at the university.
I built up a useful network of people I could call on for help.  One of the important things I learnt
which has stood me in good stead ever since is: “If you don’t ask, you’ll never know”.
I find that Peter and Jonathon both seem to handle change well.  They tend to work well
together.  In fact, I think we all work pretty well as a team.  I think I’m fairly good at dealing with
change.  I guess my biggest weakness is how easily I can become stressed if I don’t
understand.  The stress seems to affect my attitude and complicates my ability to deal with the
change.  My strength is probably my ability to work without supervision and to work through
things I don’t understand.
5.5 Researcher’s observations on Case Study 2
I entered the organisation in January 1999.  My initial contact had been with the
managing director of the firm, Peter.  I was attracted to the firm because it was a
small organisation in a rapidly changing area of technology.  My initial conversations
with Peter revealed that the small business had had a tumultuous history with many
changes.  Despite the repeated adversity, both Peter and the organisation had
survived.  Peter expressed an interest in being involved in the project and agreed to
discuss with his two full-time staff, Jonathon and Jock, the possible involvement of
PS Electrics as a site in the research.  Peter rang to verify that he and the staff of PS
Electrics were willing to be involved.  The arrangements were subsequently
confirmed by letter.  I interviewed the three full-time, permanent staff employed by
the company at the time. The types of changes identified by the three persons
interviewed are shown in Table 5.1.
Table 5.1   Types of changes identified94 in case study 2
Classification
of type
of change
Changes in
work
function
Changes in
physical
location
Changes in
technology
Changes in
personal
life
Changes in
organisational
structures
Number95 3 2 2 2 1
94 Details of the types of changes identified by all persons are provided in Appendix 8.
95 Please note that some persons nominated two ‘change incidents’ that fell into the same
classification category.
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My first meeting was with Peter.  It went on a lot longer than we had planned but he
was keen to share with me the trauma and emotion of the changes and difficult
situations he had been through.  His story was one of grit and determination.  We
went through his personal difficulties and his commercial ups and downs, as he
struggled with his initial training, his work and his business.  With deep emotion, he
shared with me the anguish and joy he had experienced when, at the age of 37, he
had discovered he had visual dyslexia.  He explained to me how this discovery
represented a turning point in his life.  The realisation of the cause of earlier
problems and the reconstruction of his perception of himself and his approach to life
enabled him to have a better quality of life and an improved ability to deal with
problems, new situations and change.  He described in graphic detail how with the
aid of counsellors and support groups, he came to grips with his disability, developed
a more optimistic and positive attitude to life and his work, and learned how to
interact and rely more on others.  What became clear as Peter shared his experiences
and feelings was that before learning of his disability, he was terrified of change.  He
had felt that it was his responsibility to deal with his problems and changes, by
himself, alone and unaided.  He believed from his upbringing that that was what
‘responsible’ people did.  It was a sign of weakness and incompetence to seek help.
Despite the handicap of which he was then unaware, other than its consequences, he
pressed on.  He was doggedly persistent, despite a continuing sense of despair,
frustration, anger and growing negativity.
Since learning of his disability, Peter has learnt to become more reliant on others.  He
delegates.  He asks for advice.  He has actually sought change and deliberately
ventured into new business directions.  He has an active network of friends and
associates who help him to learn how to handle and cope with change.  His attitude is
one of optimism.  He is positive about the future and has accepted the reality that
there are some changes and some problems he cannot handle alone.  He has also
become more strategic in his approach to problems.  He proudly told me how he has
learnt from his counselling sessions and support groups to spend time reflecting on a
problem both alone, and with others, before contemplating action.  It seems that by
spending time reflecting on a problem he begins to ‘own it’ – to ‘take control of it’.
My interview with Jonathon revealed a person highly capable of dealing with
change.  During the course of our first interview I observed the bitter memories he
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had of racial discrimination in employment in coming from Fiji to Australia.  My
observations of Jonathon tended to reinforce the patterns that had emerged in the first
case study, i.e. the way in which personal disposition and the social context shape the
way people learn how to deal with change.  He maintains a very positive attitude in
his approach to change and is highly strategic in the way in which he learns to deal
with new situations and change. Jonathon has built up an extensive network of both
Australian and international contacts which he regularly accesses when learning
about new and unusual situations and change and how to handle them.  He
emphasises the importance of working closely with and relying on other people.  As
is obvious from his story in this chapter he is a team person who gives support and
seeks support from others.  He has played a major role in helping Peter to learn how
to overcome the difficulties he has as a consequence of his dyslexia and assisting him
to discover how to deal with new and emerging changes in the way his business
activities.
“Peter has dyslexia.  He has ideas and I have the background, skills and
knowledge to help him realise them.  We saw the opportunity to work together as a
team.  It is working well.” …Jonathon
My observations and interviews with Jock were interesting because he had only
recently arrived from Scotland.  His input was in contrast to other persons being
observed in that his earlier experience and education had been obtained in another
country.  However, his discourse also reinforces the emerging patterns from Case
Study 1, i.e. the importance of people skills, use of strategies, networking and the
need for positive attitudes when learning to deal with change and new situations.
Jock made a number of notable statements in the course of our interviews that
demonstrated the extent to which he used strategies and schemas when dealing with
change.
(a) “I met lots of people, including the chief engineer at the university.  I built up a
useful network of people I could call on for help. One of the important things I
learnt which has stood me in good stead ever since is, ‘If you don’t ask, you’ll
never know’” …Jock
(b) “I’m not frightened by change, I like to learn and it’s through change that you
learn” …Jock
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While PS Electrics is only a small firm relative to the organisation in Case Study 1,
I was struck by the similarities with the other three case studies in the way people
learn to deal with change and to transfer previously learnt knowledge and skills to
new situations and the effects of the various influences on how they approach the
learning and transfer processes96.  Some of the observed key differences are:
1. Less likelihood of bureaucratic processes being an influence (although Peter’s
reference to regulatory authorities indicates some bureaucratic
complications).
2. Relationships are likely to be more personal and people networking as a key
element of the learning and transfer process will probably be more evident
because of the way small businesses must operate.
3. More probability of finding people in small businesses that are good at dealing
with change and new situations.  Those that have difficulties in learning to
dealing change are unlikely to survive.  There is probably a self-selecting
process here.  However, this is speculation only and would need to be tested
by further research that focussed on this issue.
96 My interpretations and more detailed analysis of this and the other case studies are provided in
Chapter 8.
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CHAPTER  SIX
CASE STUDY 3
SMALL CONSULTING FIRM101
6.1 The participants in Case Study 3
Case Study 3 is a small, incorporated, private consulting company specialising in
education and training.  It has been operating continuously since 1990.  At the time
of the fieldwork there were two directors of the company – Jackie, the managing
director and her sister, Mary.  Jackie was also the principal consultant in the
company.  Mary operated a separate public relations business from the same shared
premises.  When the company takes on big jobs, it often sub-contracts other small
business consulting companies to assist it to complete the work.  The company is
also sub-contracted by other consulting firms to assist them on their projects.  The
company had been, and at the time of the fieldwork was continuing to be, very
successful.  The company had been originally based at Jackie’s home.  In 1997, it
moved to shop front premises.  Jackie and the staff weren’t too happy with the move.
The new premises were hot and not very secure.  All their equipment was stolen
while the company was at this location.  Jackie and the staff were all pretty pleased
when the company eventually decided to move to their current premises. The new
premises were very secure and were located in a pleasant suburban area surrounded
by avenues of trees.
Over the years prior to the fieldwork visits, the company has taken on more and more
full time and casual staff.  There had been many changes in the types of work it had
undertaken.  Jackie and the staff worked very well as a team and were given strong
leadership by Jackie.  They all helped each other as much as they could.  It was a
fairly collaborative organisation.  A diagram illustrating the ‘workplace community’
within which Jackie and the staff operate is shown in Figure 6.1 on the following
page.
101 Please note that the narratives presented in this case study faithfully follow my field observations
and interviews and have been confirmed with the participants concerned.  In presenting the stories
however, I have altered names and any detail that may identify the organisation or the participants
concerned in order to protect their anonymity.  Hesitations in the flow of the discussions have been
edited but the transcript remains faithful to the records of interview.
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The researcher visited the Jackie and her staff several times over a period of about
three months.  He spent time talking to Jackie and all of the staff either individually
or in group meetings.  He had in-depth discussions with Jackie and one of the staff,
Monique. They each tell their stories below.
Figure 6.1 Workplace community – small consulting company
6.2 Jackie’s story
[44 year old female]
I own and manage my own consulting company, operating in the area of training and
development.  I have my HSC and a B.A. from the University of NSW.  I also have a Dip Ed
from Flinders University.  I have worked a lot in education and training, including high school,
TAFE teaching and training in industry.  After finishing my education, I worked initially for three
years teaching English and drama at an Adelaide high school before going to Europe and
spending three years teaching English as a second language in the UK and Italy.  On my return
to Australia in 1983, I took up a job with TAFE.   It mainly involved the management of projects
involving the development of educational resources and training materials.  I left TAFE in 1990,
and have since been involved in education and training consultancy.  I have my own consulting
company and currently have a number of employees, as well as having strategic alliances with
a number of associated consulting companies.
Some of the most significant changes for me have been: (1) the move from working at TAFE to
working as a consultant from a home-based office,  (2) the move from a home-based office to
an office in leased premises, (3) employing my first employee, (4) taking over responsibility for
Managing
Director
and Principal
Consultant
Part time and
Casual
Consultants and
EmployeesAssociate
Consultants
Sharing a
Strategic Alliance
Government and
Regulatory
Contacts
Suppliers of
Services
and Materials
Fellow Tenants of
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the management of a government funded corporate body on a contract basis, (5) illnesses and
deaths in the family, (6) leaving high school teaching to go to work in Europe; and (7) changes
in technology.  However, I think this is developmental change, it’s no big deal, it’s incremental,
I just adapt as it changes.  The move from being a full-time employee at TAFE to working as a
consultant from a home-based office was significant for me for a number of reasons.  Not only
was I moving from the relative security of a public service job, but also it coincided with the birth
of my child.  The change was made easier by the fact that, at the time, many political and other
factors were operating in TAFE, making it less attractive than it had been.  The relative freedom
of being a contractor and the flexibility of working at home made the move attractive.  Also while
there were some differences, there were a lot of similarities in the work I did as a contractor
compared to what I had been doing in TAFE.  I had a pretty positive attitude and I wasn’t very
scared or apprehensive.  It seemed to be a natural progression.  Also, I had a cushion.  I was
able to operate for the first six months under leave arrangements with TAFE.  I had an option to
go back to TAFE if it didn’t work out.  The move was made easier by a big network of supportive
people who gave me support, encouragement, advice and opportunities.  They included friends,
family, former work associates, and other consultants who had recently done much the same
thing.  At the time, I saw there was a general ‘landscape of change’.  I saw myself as part of it,
contributing to it.  I had sensed the time was right to move on, to try new options.  I felt I had
some control over the change.  I think this is one of the ways I try to deal with change, to get
ahead of it, to be strategic, to try and take control of it.  I try to assess the situation, weighing up
its pros and cons, thinking through the ‘what ifs’ or alternative scenarios.  I talk to others a lot,
building up a better understanding of the available options.
The move from a home-based office to an office in leased premises was a lot harder for me
than the move from TAFE to an office at home. I think that part of the reason for this was that I
didn’t initiate it.  Mary, my sister, initiated it.  I was unhappy because I didn’t have control over
the move or its timing.  I was not comfortable about the premises we were moving to.  They had
to be cheap because of our limited cash flow at the time.  They were not very secure.  We were
burgled and all of our equipment was stolen.  I was scared because for the first time since
leaving TAFE, I felt financially vulnerable.  Even so, we survived.  Part of this was due to the
support of Mary (my sister), Monique (one of my employee-consultants) and business
associates, particularly fellow consultants with whom I had strategic business alliances.  In
addition, my ‘fears’ forced me to be strategic.  I moved in small steps.  I minimised expenditure
and acted prudently in business development.  It provided an opportunity to devise and assess
new business schemes to diversify and explore business opportunities in recruitment and to
develop better skills for tender and contract proposals.  More than anything, it forced me to
reflect carefully on the business direction of my consulting company.
Some big changes or situations with which I have had to deal with over recent years and
currently are serious illnesses and deaths in the family.  Initially, with the news or of the illness
or death, I am in shock and get depressed.  I cry.  There is a period of disbelief and ups and
downs, as I come to grips with what is happening.  Gradually however, I become more strategic
and reflective on what has occurred, or is occurring.  I gather information about what is
happening and its implications. I start talking to other people about it.  I look at worst-case
scenarios and work back from that.  I try to normalise the situation by organising it, labelling it,
assessing possible scenarios and developing options for dealing with each.  In this way, I think I
try to take more control of the change.  My network of family, friends and associates are crucial
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in this process.  A major change for me has been the taking over responsibility for the
management of a separate corporate body on a contract basis.  I went into this change with my
eyes wide open.  I was looking for a change.  It was a personal need, a new challenge for me, a
new direction.  It was also an opportunity to expand my business network and connections and
to develop new skills in working in political environments.  However, I was not prepared for the
actual political aspects of the arrangements and the unanticipated drains on time through
enquiries and political wheeling and dealing.  Once again, I felt less secure.  A bit adrift.  I had
less control.  I found there was not a lot of political support for the arrangement into which I had
entered.  Fortunately, I have been given invaluable support by my staff, the directors of the
corporate body and associate consultants in whom I have been able to confide.  I have adopted
a very strategic approach to the experience.  I keep focused on the primary purpose of my
venture into the management arrangement.  I am keeping my eye on the main game for me, i.e.
building up my skills, experience and network of contacts and opportunities, thereby opening up
new prospects.  I am focused on the benefits to me personally.  I reflect upon what I am
learning about how to handle difficult political situations and how to deal with difficult people.
I am focused on why it is good, and what the positives are of the experience.  Within this
framework, I am fulfilling my contractual obligations, even though the outcomes may be different
to what I believed they might have been when I took on the management of the organisation.
I think change is inevitable.  It can be both good and bad.  However, I believe most change can
be controlled to some extent.  I like change.  I look for it.  But I don’t like change over which I
don’t have some degree of control.  I think that key skills in dealing with change are the ability to
network and communicate with others and to reflect on what you find out about the change and
your options for dealing with it.  It is crucial for me to use others as a sounding board.  Probably,
the most important of all is the need for me to believe in myself and to manage my own
perspective and attitudes.  I think young people seem to be better able to deal with change.
They appear to have more confidence and less previous negative experiences. I think my
education built a foundation of knowledge and skills for dealing with later changes.  However,
most of my skills in dealing with change I have learnt from either experience or from others.  I
think there is probably an opportunity for schools and other educational and training institutions
to play a bigger role in teaching people the skills and importance of networking, communicating
and reflecting when coping with changes. I would rate myself as being reasonably good in
dealing with change.  My greatest weakness is that I want to always keep control.  I guess I’m
what you might call ‘a control freak’.  I tend to get anxious if I don’t have some degree of control.
My greatest strength is probably my ability to talk to others, my openness.  I suppose other
strengths are my readiness to change; my acceptance of change as a reality; and my ability to
reflect upon change and to deal with it strategically.
6.3 Monique’s story
[30 year old female]
I work as an employee-consultant.  I gained my HSC initially but it was not a good pass.  It
probably would have been good enough for Arts at that time. But my interests were elsewhere.
Instead of going to uni, I took a job as a ski instructor on the snowfields.  At that stage, I had no
real ambitions to go to uni.  I had four years as a ski instructor.  After three seasons, I started to
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have itchy feet and did an advertising course in TAFE. This had a psychology component,
which I enjoyed.  An interest in pursuing a possible career in psychology started to emerge.  I
went back for another season on the snowfields but it was to be my last season.  I knew I was
bored and needed more challenge.  I enrolled in TAFE to redo my HSC so that it would open up
more career options.  I had an interest in either journalism or psychology.  I subsequently
completed a BA at Sydney University majoring in Psychology and then an MA at Sydney in
Psychology.  I am now in the process of fulfilling the requirements of the NSW Board of
Psychology.  This involves programs at college in conflict resolution, counseling, and so on, as
well as gaining practical experience in industry.  Following my academic studies I initially
worked part time.  I worked for two to three months with a consultant on a project for Telstra in
the area of IT.  After that I started working with this consulting firm on a range of projects
including development of competency standards, training materials, assessment materials as
well as delivering recruitment services.  My experience here has been accepted as counting for
my ‘psychology placement’.  I meet with the supervisor of my psychology experience program
every fortnight.  I am about halfway through the program.
Some of the most significant changes for me have been: (1) moving from ski instruction to
tertiary study, (2) moving from study to full time work, (3) possibility of my current boss taking up
a position with a major sporting organisation.  This would have meant the end of my current job.
While this wasn’t an actual change that eventuated, for four months it was a possibility,
requiring me to come to grips with a potential change and to consider my options within a range
of possible scenarios,  and (4) new technology  (however for me, this is not really a problem).
One of the biggest changes of my life was when I decided to give up ski instruction and go back
to full-time study.  It was a period of great uncertainty.  I was increasingly finding that ski
instruction was too repetitive, unchallenging and boring.  While it was lots of fun, I needed more
of a challenge.  I was becoming increasingly unhappy.  I made the change in small leaps,
initially doing the advertising course at TAFE. My family, particularly my Mum, were very
encouraging.  Dad, being an academic, gave me strong support.  My friends from school who
had gone to uni. gave me a lot of support too, as well as information about uni., what it was like,
how to survive, etc.  While I was uncertain at the time, in retrospect I am very pleased with my
choice to go to TAFE and uni.  The move to full time work was a challenge for me because of
the discipline I had to have and the reduction in my personal time.  There were pluses and
minuses.  But it required a lot of adjustment.  Jackie, my current boss, played a big role in
helping me make the adjustment, as well as some of Jackie’s business associates and
associate consultants.  My orientation to full time work was in small steps. This organisation,
being so small, is more personal, probably making the adjustment easier.  Changes in
technology are not really a problem for me.  An example is when I worked in an architect’s
office during part time work while at uni.  I had to learn how to operate a wide range of software.
While it was a little frustrating at times, it wasn’t really something that concerned me.  My
approach to changes in technology involves a combination of structured learning and what I call
“fuddling”.  Someone was assigned to me to show me how to use the software, but a lot of the
skills I had to learn myself through trial and error.  “Fuddling” involves: experimenting in small
steps; interpreting the outcomes of the little experiments, using help tutorials in the software,
reading manuals, discussing my ideas with the assigned “expert”, contacting experts, e.g. the
help desk at Microsoft, contacting people I knew who were familiar with the software;
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I think change is inevitable.  It can be a good thing.  How you respond is important and is in
your hands.  Attitude is crucial.  My approach is to say “that’s life! keep positive.  How am I
going to go about it?”  Even though change may at times be scary, I always try to make the best
of it.  I believe that “change is a way of growing”.  Education gave me some background that
has helped to develop my strategy and approach to change, particularly the training I have had
in psychology.  However, the support and advice from superiors, friends, family and colleagues
also has played a key part in helping me to deal with changes.  I think I’m fairly good at dealing
with change. Probably, my greatest weakness is that I tend to have a conservative approach to
change.  My initial response is “My God!  I don’t want this to happen!” I tend to be very
apprehensive and cautious.  However, once I have had time to reflect upon the change, “the
what ifs” and what are the likely good and bad outcomes, it no longer seems to be as big a
problem.  I suppose my greatest strength is that I’m prepared to acknowledge change.  I see
that it is there and then I deal with it.  Some other people I know deny it, hoping that it will go
away.  They usually compound the problem.
6.4 Researcher’s observations on Case Study 3
I entered the organisation in December 1998.  My initial contact had been with the
organisation’s managing director, Jackie.  I was attracted to the organisation because
it was a small business; makes extensive use of information technology, had changed
its area of business and had undergone a number of major relocations.  All of the
staff are female which provides a contrast to the other case studies I examined in my
research.  One of the first things I noticed when I met the work team was the positive
and confident attitude of both Jackie and her staff.  The company operates out of a
converted studio/warehouse loft.  The furniture and décor is bright, light and airy.
There is a strong sense of camaraderie.  People work together as a team and share the
work functions, dependent on demand.  I interviewed two of the staff in-depth,
Jackie and Monique.  The types of changes identified by the two persons interviewed
are shown in Table 7.1.
Table 7.1   Types of changes identified102 in case study 3
Classification
of type
of change
Changes in
work
function
Changes in
organisational
structures
Changes in
technology
Changes in
physical
location
Changes in
personal
life
Number103 5 3 2 1 1
102 Details of the types of changes identified by all persons are provided in Appendix 8.
103 Please note that some persons nominated two ‘change incidents’ that fell into the same
classification category.
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A significant observation I made during my period on site at this organisation was
the number of times “reflection” was raised as an important aspect of day-to-day
operations and, in particular, of the way Jackie and her staff learn to deal with
change.  I am not sure if Jackie was conscious of this before my entry on site but she
certainly became aware of it as she reflected on critical changes as part of the
interview process.  She commented herself on how she had suddenly realised that
‘reflection’ is an important strategy that she used to help her both to handle changes
as well as learning how to deal with changes and new situations.  There was a critical
reflective moment for both of us as Jackie vocalised her thoughts.  She shared with
me that as she ‘unpacked’ each of the change situations with which she had had to
cope, one of the recurring observations was the way she spent time reflecting on a
change before doing anything.  This moment of insight came in the middle of a very
sensitive part of one of our interviews.  Jackie was explaining how some of the most
significant changes for her were the serious illnesses and deaths of a number of very
close relatives.  With some emotion, Jackie recounted how reflection and talking to
others helps her to ‘come to grips with the situations’ and to learn how to deal with
them.
Before I exited the site in 1999, Jackie mentioned that she had gained considerable
personal benefit from realising how much she used ‘reflection’ as a tool in the
learning and transfer process.  The moment was significant for me because it alerted
me to an important common theme emerging across the case studies, i.e. most of the
persons who appeared to be able to deal reasonably well with change tended to spend
time reflecting on change before acting. What came to mind when Jackie said this
was an old saying of my mothers, “…take a deep breath and count ten before you make a
decision.  Act in haste and you will regret it.". I couldn’t help reflecting on the important
message in such a simple saying, that by taking time out and reflecting on a change
an opportunity is provided for learning how to deal with the change and to transfer
previously learnt knowledge and skills to the situation at hand.
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I note that my observations of Jackie and Monique tend to reinforce the pattern of the
other case studies104, i.e.:
1. the importance of using the metacognitive skills of reflection, interpretation,
analysis, problem-solving, etc. when learning to deal with change and new
situations;
2. the value of interaction with other people when learning how to handle
change, including guided learning, people networking, giving and
obtaining encouragement, accessing people as sources of information and
advice, etc.;
3. the need to learn how to manage attitudes including the reinforcement of
positive attitudes and the control of negative ones; and
4. the benefits of a strategic approach to learning how to cope with change and
the transfer of previously learnt knowledge and skills to new situations and
implementation of a range of learning and transfer schemas including
reflection on past experience, sourcing information, experimenting, people
networking and reflection on contingencies.
104 My interpretations of my observations in this case study and the other case studies are provided in
Chapter 8.
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CHAPTER  SEVEN
CASE STUDY 4
ONE-PERSON INFORMATION TECHNOLOGY COMPANY109
7.1 The participants in Case Study 4
The participant in Case Study 4 was the managing director in an incorporated private
company specialising in the installation and maintenance of information technology
(IT) systems, mainly computer hardware and related internal networks.  It has been
operating since 1991.  The firm has two directors, George, the Managing Director
and his father.  George is also the sole designer, business manager and employee in
the company.  His father mainly acts as a business adviser.  When the company takes
on big jobs, it may sub-contract other small business companies to provide
assistance.  While the company (essentially George) may seem small and pretty
isolated, in fact it has many close business relationships with suppliers,
manufacturers, other IT small businesses, its clients and a number of business
associates, who the company can call on for business and technical advice.  The
company has been, and continues to be, very successful.  The focus of the firm’s
business has gradually changed over time from initially ‘supplying and providing
after-sales service for data modems’ to ‘providing comprehensive service support to
major corporations operating substantial Internet and Intranet computer systems’.
The firm was initially based in the George’s home.  When the company diversified
into the supply and maintenance of personal computers (PCs) and related equipment,
a few years ago, it had to move to suburban shop-front premises.  These were shared
with a number of other small IT businesses.  The sharing of the rent and office
support services minimised the company’s overheads.  A shop front was needed then
because clients needed to come and see some of the equipment set up before
deciding on what they wanted to buy.
109 Please note that the narrative presented in this case study faithfully follows my field observations
and interviews and have been confirmed with the participant concerned.  In presenting the story
however, I have altered the names and any detail that may identify the organisation or the
participant concerned in order to protect their anonymity.  Hesitations in the flow of the
discussions have been edited but the transcript remains faithful to the records of interview.
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During the period of the fieldwork of the research, the firm moved back to George’s
home.  Its business is now with major corporations and they tend to be ongoing,
regular clients.  Most of the company’s business is now conducted on client’s and
supplier’s premises.  A diagram showing the ‘workplace community’ within which it
operates is shown in Figure 7.1 below:
Figure 7.1    Workplace community -- one-person IT company
I visited George the Managing Director and sole full-time employee several times
over about two months and had in-depth discussions with him.  His story is told
below by means of an integrated transcript of the discussions I had with him.
7.2 George’s story
[29 year old male]
I am the Managing Director and sole employee of my own incorporated company providing,
information technology installation and maintenance support services to corporate
organisations.  I stayed at school until Year 12 in 1988 when I completed my HSC.  I took
Engineering, Science and Mathematics.  I went to university for one year studying a Science
Degree.  However, I didn’t really know what I wanted to do as a career.  I lacked motivation and
fell back.  I chose to leave uni. and took a job in sales and marketing.  However, it was just a
job, not a career!  No matter what I did in that job, it didn’t make a difference.  From there I
moved to a “bum job” in a warehouse. During my uni. and early work experiences, I got a
computer and “fiddled with it”, building up my computer knowledge and expertise.  After I left
uni., I started an Electronics and Communications Diploma at TAFE.  I also started a course
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with Computer Power Training in computer engineering.  However, I didn’t like either of these
courses.   I found I knew more about computing than the teachers.  In 1991, I decided to form
my own company.  All of a sudden, I faced real change.  I had to stop having “jobs” and
commence my career.  I had saved some money during my work so I had some start-up capital.
I was not frightened; I guess I was young, at home, and in a secure environment.  I felt like a
new father.  I was proud, eager, keen, positive and ready to put in the hard yards.  Attitude
seems to have been a major influence in making the change successfully.  The business risk
was tied to my personal risk.  A big factor in the way I handled the business was that I have
never made radical changes, always small steps, see how it goes, then another small step and
so on.  It wasn’t really a strategy, more of a general attitude or approach.  I try not to jump into
things without testing the water first.  My business focused initially on modems.  It gradually
developed as I took on more and more challenges and work.  Once the business was started,
there wasn’t so much change as a series of transitions.  Gradually, there was a change of focus
to personal computers (PCs) generally, then to brand names, then to leading brand names.  My
work shifted more and more to support and service work.  For some customers, the business is
now purely support.
A key thing in my business success and how I deal with change is ‘networking with people’.
The key parts of my network are: (1) business associates in the shared office accommodation
where my business was located110, (2) a sister company set up by a former partner111,
(3) computer industry suppliers and contacts, (4) personal friends in the computing industry,
(5) customer contacts, often actively involved in trials and experiments, (6) persons with special
expertise, for example, an expert in Microsoft networking products, and (7) a person who is an
expert in ISDN.  I believe every successful person in the computing industry has his or her own
people network”112.  The business associates included two full time persons each operating
their own company, one company with two directors and two full time employees, one person
commissioned to a large company, an associate company, and another two persons who take
on casual work.  My company and these associates shared the premises for two years.
Sometimes they worked for me.  Sometimes I worked with them.  We often shared customers
with each other and we swapped ideas and discussed work and technical problems and
developments. The ‘contacts with special expertise’ were persons who had permanent jobs
with large companies.  I often worked together with them on jobs.  This gave me the opportunity
to gain information and expertise, a sort of training on the job.  It is mutual, as I frequently share
ideas and information with them.  Customers are also an important opportunity for ‘on-job
training’.  With their agreement, I may often involve them in an experiment for a new product or
network configuration, etc.  I try things out, moving in small steps, using a process of trial and
error, and evaluating the outcomes of each little change and trial.
110 During the course of the fieldwork, the firm moved to other premises located at the George’s
home.  He advised that given the direction his business was heading, he no longer needed a
shopfront or area to meet clients.  However, the people networking referred to here has continued
as before.
111 George noted that there is no longer a direct connection between the two firms.  However, he and
the former partner still pass on work to each other, share information on technology, supply goods
and services to each other, discuss how to solve problems and generally share ideas.
112 This is in effect ‘a de facto workplace community’.
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Some of the most significant changes for me were: (1) forming my company, (2) leaving school,
(3) changing location, a relatively minor change for me; and (4) technology, for me this is
developmental change, no big deal.  Probably the major change for me was forming my
company.  When I set up my company, I focused initially on modems.  This capitalised upon my
knowledge of both computers and modems.  My major gap in skills and knowledge was in
accounting processes and systems.  A number of people helped me get established.  On the
accounting side, I had a mate in a large firm who had an accounting background and helped me
set up my accounts system.  Others were the directors of the company.  As I said before, I have
not felt too threatened by change, as I tend to move in small steps, building upon what’s already
there.
I believe some people are better at dealing with a change such as “setting up a company” than
others.  I think this has a lot to do with background, intelligence (or is it understanding?) and
confidence.  I don’t think age is a barrier in itself.  I’ve met some “switched on oldies” as well as
“dead-end young’uns”.  I think change is inevitable.  It’s part of nature.  I think however we can
have some influence.  It depends very much on the nature and type of change.  I like change.
Life would be boring without it.  However, the extent to which I like change depends on its
degree and how much control I have over it.  I like to have some control over the change.  Not
all change is good.  Indeed, what is good for one person may not be good for another.  I think
change tends to keep people on their toes, keeps them active.  A degree of change is healthy.
However, some change can be counterproductive, particularly if it’s too fast, has negative
outcomes, or if you aren’t able to deal with it.  For me change happens.  I just roll with it.  I don’t
resist too much.  Overall, I think that change is good.
School didn’t help much with how I handle change.  I learnt some things at uni. and college.
But overall it wasn’t that useful.  I think people are different to start with. Some are born with
latent ability.  The home, school and work environment can help.  Mostly people seem to learn
best when they surround themselves with people who share their information with others.
I suppose school teaches you to open your mind rather than provide you with critical
information.  On reflection, I suspect three things have helped me deal with changes in my life:
(1) What you might call intelligence, the accumulated knowledge I have built up and what I do
with it, thinking skills I suppose, searching for and grasping new concepts, and using people to
achieve this, dwelling on what it all means113, taking your time, identifying gaps and figuring out
how to catch up, then filling the gaps, (2) A positive attitude, optimism, confidence in myself;
and (3) A thirst for useful information, e.g. lots of reading, mainly texts, and talking to people,
you know, people networking.
I would rate myself as being reasonably good at dealing with change.  I guess my greatest
strength is my past experience in dealing with lots of small changes, experiences at work that
is, not my school experience, also my positive attitude and confidence.  My confidence is
probably reinforced by successfully dealing with so many previous changes.  My weakness is
probably my reluctance to deal with ‘big’ changes.  I try to avoid them.  I suppose I tend to turn
big changes, if I can, into a number of smaller, sequential changes.
113 George here appears to be referring to what I call “metacognitive skills”.
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7.3 Researcher’s observations on Case Study 4
I entered the organisation in December 1998.  My initial contact had been with the
managing director and sole employee of the firm, George.  I was attracted to the firm
because it was a very small organisation in the information technology industry, an
industry undergoing ongoing rapid and major change.  The firm involves only one
person and is an example of many small firms arising across many industries.  The
emergence of small businesses is driven by a range of developments, including the
trend towards outsourcing of functions by many major organisations and the
opportunities for small business created by modern information and communications
technologies.
My initial conversations with George revealed he had been successfully in business
for over eight years.  While George expressed an interest in being involved in the
project, he was initially reluctant to participate, because of the limited time he would
have available.  This is typical of many successful small business persons.  However,
when I reassured him that my discussions and observations would be organised to fit
in with his busy schedule, he agreed to being involved.  The agreed arrangements
were subsequently mutually confirmed by letter.  Because it was such a small
business, at this site, I only observed and interviewed George, the sole employee of
the company. The types of changes he identified are shown in Table 7.1.
Table 7.1   Types of changes identified114 in case study 4
Classification
of type
of change
Changes in
work
function
Changes in
physical
location
Changes in
organisational
structures
Changes in
technology
Changes in
personal
life
Number 1 1 1 1
My first meeting with George was planned originally to go for only two hours but
ended up going much longer.  As George expanded on the various changes with
which he had dealt, he became increasingly interested in his own accounts of the
114 Details of the classification of the types of changes identified by George and the persons observed
in the other case studies are provided in Appendix 8.
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changes and how he had learnt to respond to them.  What was obvious in George’s
descriptions of how his business had developed and how he had dealt with change,
was his quiet, positive optimism.  I also observed his systematic approach to new
situations and developments and his deliberate strategy to make changes to his
business operations in ‘small’ steps.
A significant unsolicited observation made by George during our first meeting was
the importance he placed on ‘people networking’, not only for learning to deal with
change but also to survive in small business and to succeed in the rapidly changing
information technology industry.  As I had already observed in the three other case
studies that ‘networking’ appears to be a consistent trait of people who successfully
learn to deal with change, I had wondered if, and how, this might occur in a one-
person firm when effectively there is no actual ‘workplace community’.  As George
subsequently explained, he actively interacts with a wide network of people.  In
effect, he works within a ‘virtual workplace community’, comprising business
associates; computer industry suppliers and contacts; customer contacts; personal
friends in the computing industry; and a range of technical experts in a range of
companies.
Given my interpretation of field data in the other three case studies, George’s
comments on what he believed has helped him to learn to deal with change are
significant.  In essence, George cites: (1) his use of (metacognitive) skills (i.e.
thinking the problem through, reflecting, interpreting, problem solving), (2) his
positive attitude, (3) his ability to source crucial information, and (4) developing,
maintaining and using his people network.
This coincides with a similar pattern of response identified in each of the other case
studies and is commented upon in more detail in Chapter 8 as a major finding of the
project.  An intriguing observation made by George is that he sees his interactions
with customers as ‘on-the-job training opportunities’.  He explains that through his
involvement with customers and their IT problems he develops his technical
knowledge and skills.  He sees that his customers provide him with state-of-the-art
learning opportunities and information.
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As with many of the other participants in the four case studies who are regarded by
themselves and others as being fairly successful in learning to deal with change and
new situations, George made specific reference to the importance of feeling that he
has some control over change and the way he learns how to control it.
“….I like change.  Life would be boring without it.  However, the extent to which I
like change depends on its degree.  I like to have some control over the change”.
…..George
I believe this recurring reference to control by these participants is an important
aspect of dispositional influences on people’s ability to deal with change.  I comment
on this more fully in Chapter 8.  As with the majority of participants from the other
case studies, George comments that he did not find his earlier formal education and
training useful in dealing with change or for his work for that matter.  He emphasises
the importance for him of workplace learning and tends to support the theories of
Billet (1994) that high-quality workplace learning is a crucial element of skills
development for the contemporary workplace.  This appears particularly relevant in
rapidly changing areas such as information technology.
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CHAPTER  EIGHT
INTERPRETATIONS AND ANALYSIS OF CASE STUDIES
8.1 Introduction
The interpretation and analysis of the field data both during and after the fieldwork,
revealed a number of themes and patterns, which were classified and deconstructed.
These were: (1) the types of knowledge and skills needed to deal with change, (2) the
schemas and strategies used when learning to deal with change, (3) the significance
of people relationships when learning to deal with change and  (4) the importance of
controlling attitudes when learning to confront change and novel situations both in
workplace and personal lives121.  The four areas of influence are briefly summarised
in Table 8.1 and graphically presented in Figure 8.1.
Table 8.1    The four identified influences on the way
participants learn to deal with change
Knowledge and skills
Their base of existing knowledge and skills and how
participants applied them when learning to deal with
change
Strategies
The extent to which participants used schemas or
strategies for when learning to deal with new
situations and change
People skills
Participants' people skills and the way they used
them for networking, learning, collaborating and
sourcing information when learning to deal with
change.
Attitudes
The way participants managed their attitudes and
emotions when learning to deal with change --
cultivating positive attitudes and countering negative
ones.
While the intended focus of the study was initially limited to learning to deal with
change and new situations in the ‘workplace’ and not the wider domains of
participants’ lives, it became clear from the earliest interview at the first site, that this
was a very artificial distinction.  People’s wider personal lives are influenced by, and
in turn tend to influence their workplace activities.
.
121 In practice, the changes in people’s lives both in and outside of the workplace are intimately
entwined.
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Figure 8.1   Key influences on the way people learn to deal with change and new situations
Relating
to people
Using
strategies
Applying
knowledge
and skills
Managing
attitudes
• reflection on similarities and
differences  (with past
experience)
• networking
• sourcing information
• trialing / experimenting
• anticipating contingencies
Learning
to deal with
change
• facts• procedures• strategic• dispositional• people• changes and their implications
Knowledge
• technical skills• people skills• thinking (metacognitive)- reflection- analysis- comprehension- problem solving- etc.
Skills
Cultivating  positive  attitudes
• confidence• enthusiasm• enjoyment• curiosity
• eagerness• persistence• patience• tolerance
Countering  negative  attitudes
• apprehension• fear• despair• anger
• apathy• cynicism• impatience• resistance
• obtaining help and advice
from others
• working with others
• learning from others
• being part of a supportive
culture
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I therefore did not exclude from the data collection and later interpretation, overlaps
and relationships between work-based change and change in other parts of people’s
lives, where they were raised by participants.  Examples are Peter’s battle with
dyslexia and the way it related to his work experiences, Dennis’ anxiety over his
marriage to his late workmate’s widow, Jonathon’s experiences of racial
discrimination, and Jackie’s trauma over the terminal illnesses and deaths of close
family relatives and the parallels she saw between the way she dealt with these crises
and other changes in her personal and work lives.
8.2 Dealing with change
Across the four case studies, I found that the changes or new situations that were
identified by the 22 participants as being important or of major significance could be
classified under five categories as shown below in Table 8.2.  The overall pattern of
responses is summarised in Table A 8.3 in Appendix 8.
Table 8.2   Types of changes identified across all four case studies
Classification
of type
of change
Changes in
work
function
Changes in
physical
location
Changes in
organisational
structures
Changes in
technology
Changes in
personal
life
Number122 22 14 11 10 4
From the table, it is clear that changes in work functions, at least for the communities
being studied, tend to sit larger in most participants' minds than changes in
technology or organisational structure. Changes in physical location are also seen to
be a major experience by nearly two-thirds of those interviewed.  Of course, the
overall pattern masks the difficulties some participants may have had with specific
categories of change.  For example, in the cases of Charlie and Ralph, changes in
technology loom as an awesome, traumatic experience, in both cases leading to
distress disorders and physiological problems.  For George on the other hand,
changes in technology are: “…just developmental, no big deal!”.
122 It should be noted that some people provided multiple examples of critical change situations
falling within the same category while others gave no examples in some categories.
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This was contrary to my personal expectation and that of others with whom I had
talked.  It appeared to me that there is a general community expectation that
organisational change and changes in technology at work represent the most
challenging and fearsome changes for workers.  However, only half of the
participants indicated that these sorts of changes are of concern and even then only a
proportion of these felt that it was a 'major' concern.  On the other hand, all of the
participants indicated that changes in work functions were significant for them, i.e.
day-to-day changes or new situations in processes or functions that they had to
perform.  It would seem that this might be due to the possibility that such changes are
more immediate and are more directly within the locus of operations and experience
of the persons concerned.  However, this interpretation would need to be tested
further by appropriate research for any meaningful conclusions to be reached.
8.3 Ability to deal with change and new situations
Central to the collection and analysis of the field data was each participant’s ‘ability
to learn to deal with change and new situations’.  While I entered the field with a
broad idea of my own about this concept, I relied on the deconstruction of interviews
to confirm how it is conceived in the workplace.  Based on the interpretation of the
collected data, the following is the definition that has emerged from the study:
Ability to learn to deal with change and new situations
Peoples’ capacity to use prior knowledge and skills to identify the nature of changes or new
situations and to successfully implement strategies or schemas to learn how to deal with the
changes or novel situations in ways that satisfy their own and their organisation’s needs.
Implicit in this interpreted definition is the concept of using ‘prior knowledge and
skills’ within a set of strategies or schemas  (i.e. learning how to deal with change
and transferring of previously learnt knowledge and skills to new situations).
Information on participants’ levels of perceived ability to learn how to deal with
change and new situations was obtained through a triangulated process involving
interpretations of: (1) each participant’s own perception of their ability to deal with
change, (2) the disposition and approach of participants identified by their peers as
appearing to be able to deal effectively with change, and (3) supervisors’ views,
where relevant, of participants who they perceived as being outstanding in their
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ability to learn how to deal with change.  A summary of this interpretation of the
interpreted field data is provided in Table A 8.2 in Appendix 8.
Using this definition and data collection / interpretation method, Jack, Jonathon, Paul
and Jackie emerged as outstanding in their perceived ability to learn how to deal with
change.  At the other extreme, Brian, Charlie and Ralph were perceived as having
minimal ability to learn how to deal with change.  While this categorisation is not
precise and is based on interpreted perceptions, the observations made during the
fieldwork and individual and group discussions confirmed that the broad ranking in
perceived ability was a consistent perception across the communities and tended to
match reported workplace achievements by the participants concerned.  It is worth
noting that the ‘contrasts’ in perceived ability to learn how to deal with change
evident in the large organisation were not as evident in the small business case
studies.  This is perhaps because to survive in small business a person has to be able
to learn how to deal with change and new situations.  I believe that persons not able
to deal with change in such situations probably don't survive and their businesses are
more likely to collapse, leading them to move on to some other occupation.
As I exited the field, I therefore realised that there may have been value in looking at
a case study of a small business ‘that had failed’.  In the large organisation studied,
persons with difficulty in learning how to deal with change tend to remain within the
workplace.  In extreme cases, their difficulties are often manifested as physiological
disorders or mental stress requiring sick leave, medical treatment and a range of
counselling and support services.  In small businesses, persons in similar
circumstances probably either go out of business, if they are an owners/operators, or
seek a new job or become unemployed, if they are employees.
8.4 Knowledge and skills
It was confirmed through the fieldwork that participants in the four case studies who
were seen as being proficient in learning how to deal with changes and new
situations appeared to have a well-developed base of knowledge and skills that
assisted them in the task.  However, the knowledge and skills required goes beyond
propositional and procedural knowledge and technical skills.  Participants who
present as being proficient in learning how to deal with change appear to also have
well-developed dispositional and strategic knowledge as defined by Billett (1994)
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and Stevenson (1996) 123.  They also tend to have in-depth knowledge about ‘people’
inside and outside of work, including how to network and interact with people, who
key people are, their functions and responsibilities, their position and power in the
organisation, their areas of expertise, and background on their disposition such as
their accessibility, friendliness, willingness to help others, etc.
A consistently emphasised proficiency amongst those identified as being good at
learning how to deal with change is their conscious use of metacognitive skills.  This
includes reflection, conceptualisation, interpretation, analysis, and problem solving.
Participants in the case studies perceived by themselves and others as having
difficulty in learning to deal with changes seemed not to spend time either reflecting
upon changes and new situations, or interpreting and analysing what the changes
represent, i.e. what the implications are or the options that might be available under a
range of scenarios.  Illustrative examples of this use of metacognitive skills are
provided below:
“Gradually however, I become more strategic and reflective on what has occurred, or
is occurring.  I gather information about what is happening and its implications. I start
talking to other people about it.  I look at worst-case scenarios and work back from
that.  I try to normalise the situation by organising it, labelling it, assessing possible
scenarios and developing options for dealing with each.  In this way, I think I try to
take more control of the change”.   ..…Jackie
“My whole attitude in my work has changed since finding out about my dyslexia in
1997.  I have identified and come to grips with my mental likes and dislikes.  I now
have a much more positive approach and attitude to life and work. I reflect upon
situations.  I talk them over with my wife, business associates and counsellors.  I’m
not afraid to ask for help.  I now think through the reasons for the situations and their
pluses and minus.  I weigh up my options.  I’m not afraid to grasp innovations and
changes.  Previously, I was very afraid of them”. …Peter
“On reflection, I suspect three things have helped me deal with changes in my life:
(1) what you might call intelligence, the accumulated knowledge I have built up and
what I do with it, thinking skills I suppose, searching for and grasping new concepts;
and using people to achieve this, dwelling on what it all means, taking your time,
identifying gaps and figuring out how to catch up, then filling the gaps; (2) a positive
attitude, optimism, confidence in myself; and (3) a thirst for useful information,  e.g.
lots of reading, mainly texts; and talking to people, you know, people networking.”
…George
123 Please refer to my discussion on the work of Billett and Stevenson on page 22 in Chapter 2.
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8.5 Relating to people
Another consistent theme that was obvious across the observations and analyses was
the key role played by other people in helping the participants to learn how to deal
with new situations and change.  The different types of people identified as providing
the support include work peers, supervisors, clients, suppliers, representatives, family
and friends.  The assistance was provided in a variety of forms including:
encouragement, information, training, sympathetic support and group reflection.
Some examples of persons’ comments are:
“A big factor in dealing with the changes in computer technology, particularly software, is
my access to other people and the help I get from them.  Steve has been a particular
help in working out any problems I have in coming to grips with new software or
hardware.  I also network with a range of other people who I know have experience in
the areas concerned.” …Jim
“There was a particular operator who was a key person in helping me cope with the
change.  He answered my questions and took time to show me what I needed to do and
the precautions I should take”. ...Brian
“Based on my experience at Smithtown and later, I think that other people and the help
they give you are very important in dealing with new situations and change”. …Bill
“Support of people is important within the workplace community in dealing with change
and new situations.  Other people have helped me and I help others.  I help Matt, the
second year apprentice”. … Tim.
“The thing that helped me most was the support I had from other people in the
workplace, particularly Leo.  He acted as a sort of mentor – giving me advice and
helping me.  He gives me little jobs to do.  He looks over my shoulder to see that I’m
doing it right.  Sometimes he might show me what I’m doing wrong and demonstrate the
right way of doing it.” … Matt
“Jackie played a big role in helping me make the adjustment as well as some of Jackie’s
business associates and associate consultants.” …Monique
I note that the examples above include a number of instances of 'buddy systems'
operating such as Steve-Jim, Matt-Tim, Leo-Matt and Jackie-Monique.  This where
there is a one-on-one arrangement for support and guidance between an 'expert' and a
'novice' within the workplace.  Such arrangements appear to provide very effective
opportunities for people to learn to deal with changes and new situations.
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Some of the key features in the four workplace communities that appear to have
assisted participants to be more able to learn how to deal with change and new
situations include:
1. a supportive environment within the workplace community, including an
awareness by participants that there are others in the workplace community who
may need assistance, encouragement and support and the ability and willingness
to help others either individually or collaboratively
2. opportunities for guided learning from supervisors and expert peers, friends and
associates, including the capacity, willingness and confidence of participants
within the workplace community to recognise deficiencies in skills and knowledge
and to actively seek help and advice from people, either inside or outside of the
organisation, who can assist.
3. the ability, willingness and confidence of participants to learn from others both
inside and outside of the workplace community by critically observing their work
performance and by interacting with them through questioning and discussion.
This includes the ability to reflect upon and interpret what has been observed and
heard, and the confidence to build upon existing skills and knowledge and
challenge their own possible misperceptions and misconceptions.
4. the development, maintenance and use of people networks by the participants
concerned.
As discussed in Chapter 5, there was one subgroup in the large organisation where
the workplace culture was one of antagonism, suspicion, and the withholding of
information from each other.  The person being observed in this sub-group, Lloyd,
was struggling to cope with the many changes in such a non-supportive environment.
His situation provided a valuable contrast to the positive supportive environments
found elsewhere in the four case studies and shows the way negative contexts and
power structures can influence people’s disposition to learn how to deal with change.
8.6 Schemas or strategies for dealing with change and new situations
The other pattern or theme that emerged from the analysis of collected data was the
apparent close relationship between the use of strategies or schemas and being able
to learn how to deal with new situations and change.  I found a similar set of schemas
was being used across all four case studies by participants who were perceived as
being proficient in learning how to deal with change.  These included: (1) reflecting
on relevance of previous experience to the current situation, (2) people networking,
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(3) sourcing of information, (4) experimenting / problem solving; and (5) reflecting
on future contingencies. The interpretations of each these schemas are summarised
in the sections that follow based on an analysis of the field work observations.
8.6.1 Reflecting on relevance of previous experience to the current situation
An important strategy for learning how to deal with change consistently adopted by
participants in the case studies perceived as being proficient in dealing with change is
to reflect on the similarities and differences between the new situation and what has
been learnt from previous experience.  Participants who are good at learning to deal
with change indicated that they tend to do this almost instinctively.
“In coming to grips with the change, I found that I tended to work from things I
already knew, or things I could already do, to those that were new.  We were given
some additional training, but I found that I learnt most from watching, thinking and
talking to other operators”. …Brian
“The key for me was seeing change in the broader context.  While change may
create difficulties, it also creates opportunities.  If you only focus on the negatives,
change will seem bad.  I choose to concentrate on the positives.  I weigh up the pros
and cons of options and make my decisions based on my analysis.” …Paul
“On reflection, I suspect three things have helped me deal with changes in my life:
(1) what you might call intelligence, the accumulated knowledge I have built up and
what I do with it, thinking skills I suppose, searching for and grasping new concepts,
and using people to achieve this, dwelling on what it all means, taking your time,
identifying gaps and figuring out how to catch up, then filling the gaps…..” …George
“My whole attitude in my work has changed since finding out about my dyslexia in
1997.  I have identified and come to grips with my mental likes and dislikes.  I now
have a much more positive approach and attitude to life and work.  I reflect upon
situations.”…Peter
8.6.2 Networking
As discussed earlier, the ability to strategically network with others was seen by most
of those observed as an essential requirement for being able to successfully learn
how to cope with change.  Effective people networks were regarded as: (1) a source
of support, (2) a means for access to sources of information and advice, including
state of the art information if the right people are in the network, and (3) a
mechanism to build confidence in oneself and enthusiasm for the change.  While
there was evidence of the ways networking can promote enthusiasm for a change or
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new situation, it was noted during group discussions in the fieldwork that networks
could also operate to engender critical resistance against a particular change or
situation
Participants who had been identified as being proficient at learning to deal with
change tended to emphasise the value of building, maintaining and exploiting
networks.  In the four case studies examined, most participants interviewed who
were regarded as good at learning how to deal with change tended to exercise this
ability extensively.  Those who didn’t have this strategy and skill appeared to be at a
major disadvantage.
“I believe every successful person in the computing industry has his / her own
people network’.” …George
“I believe that when you are dealing with change, you should use and be involved
with other people.  However, this is an ideal and is not always possible because of
poor workplace cultures or power relationships.”  …Jonathon
“People were very helpful.  Several different people spent time with me showing me
how to do things and giving me all the information I needed to know what to do and
when.  From my own experience, I can see that other people are very important in
helping you deal with new situations.  Now I have a good network of people I call
upon when I need information, some are internal and some are external.”  …Tim
8.6.3 Sourcing information
A key schema for learning how to deal with change amongst participants in the study
appeared to be the systematic and strategic sourcing of relevant information.  This
requires the ability to recognise when information is needed and to know how and
where to find it.  It includes an understanding of the sources of information available
and how to access them.  Sources most often mentioned by participants in the four
case studies are: (1) expert peers in the workplace, (2) friends and associates in one’s
own personal network, (3) sales and technical staff of suppliers, (4) manuals and
reference books, (5) technical journals and manuals, (6) the Internet, and (7)
libraries.
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8.6.4 Trialing / experimenting
A schema usually seen more applicable to technical problem solving is that of
trialing and experimenting.  However, it was noted during the interpretations of the
field data that it is often actively used to obtain information about novel situations in
areas other than technical ones.  For example, Peter’s reference to the development
of new business ventures, George’s reference to experimenting in small steps in his
business development, and Leos’ ‘trial and error’ approach:
“A big factor in the way I handled the business was that I have never made radical
changes, always small steps, see how it goes, then another small step and so on.  It
wasn’t really a strategy, more of a general attitude or approach.  I try not to jump into
things without testing the water first.” …George
“A big factor in dealing with new situations is being ‘resourceful’.  A lot of it is trial and
error, trying things out, taking small steps, analysing the results and then acting on
them.” …Leo
Participants in the case studies seen as proficient in learning how to deal with change
consistently identified two basic schema of experimentation: (1) the systematic
recognition that other sources of information have either been exhausted or are not
accessible; and (2) the strategic building up one’s knowledge through an inductive
process of trial and error.  This involves experimenting, moving in small steps and
observing, interpreting and analysing the outcomes of each small trial before moving
on to the next.  Most participants keep careful records as they go, noting bugs and
problems as well as successes.  Often trialing and experimenting were reported as
being used in conjunction with networking, i.e. unusual or unexplainable outcomes
of a trial are discussed with others to develop more insight before proceeding.
8.6.5 Anticipating contingencies
Another important strategy used by participants seen as proficient in learning to deal
with change is to reflect upon possible developments, new situations and changes
and to anticipate potential implications and ways for dealing with them.  This usually
includes a range of possible scenarios ranging from a worst case to the best case and
developing ‘positive’ strategies for dealing with each contingency considered.
“An important part of this is the development of contingency plans.  Thinking about
‘What if …  certain things happened?  What would I do?’” …Leo
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“The main lesson I think I have learnt about dealing with new situations and
change, is to anticipate and to prepare for what the new situations will involve.”
…Jack
“Despite my initial concern, I became more pro-active.  I looked for opportunities
and possibilities and traded on the existing goodwill.  There were undefined risks,
but I looked for the positives rather than dwelling on the negatives.  I prefer to view
a change as a series of smaller changes.  One can prepare oneself easier for the
smaller changes.  Then the larger change doesn’t seem so formidable” …Paul
“I think this is one of the ways I try to deal with change, to get ahead of it, to be
strategic, to try and take control of it.  I try to assess the situation, weighing up its
pros and cons, thinking through ‘what ifs’ or alternative scenarios.  I talk to others a
lot, building up a better understanding of what the options are.” …Jackie
8.7 Focus of strategies for learning to deal with change / new situations
In considering the types of strategies or schemas that participants in the case studies
use when learning how to deal with change or new situations, it was noted that
various participants tended to have different foci for the strategies they adopt.  It was
observed that, across the case studies, some participants appeared to adopt strategies
having a focus or emphasis primarily related to the workplace ‘tasks’ associated with
the changes.  They concentrated on the procedures and the outcomes required, i.e. the
technical aspects of the changes.  They looked for information and guidance on what
needs to be ‘done’ from manuals, specifications, instructions, administrative
manuals, published procedures, task oriented training, etc.  They also experimented
to gain more information on ‘what needs to be done’ to respond effectively to the
change or situation, or as noted above to maintain or regain some ‘feeling of control’.
Others adopted strategies that tended to be more ‘people’ focused.  These
participants used communicative and collaborative approaches and sought help from
others. They built and used people networks for both support and to obtain
information.  A third group of participants focused more on the ‘self’ in the strategies
they adopted.  These participants were more ‘reflective’ in their approach.  They
endeavoured to take time to try and understand the change or new situation and its
implications for them as individuals.  They sought to interpret the implications and
looked at options, scenarios and possible contingencies.  They reflected on their own
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experience.  They were more likely to be conscious of their own positive and
negative attitudes and reactions and ways of coping with them.
Participants identified by themselves and others as being relatively successful in
learning how to deal with change and novel situations, tended to have a focus that
was a balanced component of ‘all three’.  These participants usually reflected on the
deeper implications of the changes for themselves, while still actively collaborating
with others and attending to task aspects of the changes.  Based on the interpretations
of the field data in the four case studies, this ‘combination of approaches’ appears to
be the most desirable for dealing with change.
These observations are consistent with the critical theory of Jurgen Habermas as
applied to the adult learning context by Mezirow (1991b).  In his interpretation,
Mezirow describes three generic domains of adult learning each with its own
interpretive categories, ways of assessing knowledge claims, and methods of enquiry.
Mezirow explains that his three domains build upon Habermas’ three areas of
primary cognitive interests: the technical, the practical and the emancipatory.  These
domains / areas of cognitive interest broadly equate to the three foci for change
strategies identified in this study.  This interpretation of the observations is
graphically illustrated in Figure 8.2.  Chapter 9 elaborates more fully on this
relationship of the findings of this study to the work of Mezirow and Habermas.
Figure 8.2    Focus of strategies for dealing with change or new situations
People
Focus
Task
Focus
Self
Focus
Focus of
strategies for
dealing with
change / new
situations
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8.8 Managing attitudes
A significant observation about all participants seen as proficient in dealing with
change is the way they ‘manage their attitudes’.  Over and over again during the
course of the fieldwork the words ‘need to maintain a positive attitude’ resonated in
my ears124.
"I believe ‘attitude’ is a key factor when dealing with change.  You must be positive!
A big issue is how much drive or enthusiasm you have for the change, or are you
fearful and resistant.  I think the older generations, particularly, have a mind set
about change.  They tend to think that their job is a ‘job-for-life’." …Paul (1)
"If you only focus on the negatives, change will seem bad.  I choose to concentrate
on the positives.  I weigh up the pros and cons of options and make my decisions
based on my analysis.” …Paul (2)
"Change is inevitable.  I just go along with it.  I’m not frightened of change.  I like
change.  I like being paid to learn new things at tech.  I like technical work.  As long
as it’s not too repetitive.  As long as there are always new things.  In the future, I
would be happy do anything, provided it’s fun." ...Tim
"I like change.  I look forward to it.  I find it challenging.  However, I don’t like
change when you don’t know the ground rules." ...Leo
"I'm comfortable with change or challenges.  I see them as synonymous.  I tend to
see change as opportunity.  I believe that you mustn't dwell on the negatives. "
.....Julian
"Attitude is a big factor in how we approach change.  It has a big impact.  Personal
issues affect your attitude (for example, my Dad died in a coal mine accident – but
for that, I might have gone into mining).". ...Lloyd
"I think my strengths are my positive attitude, my enthusiasm, and my motivation."
...Tom
"I enjoy the challenge and get a lot of satisfaction from the technical aspects of the
job.  I suppose I like change really.  Life would be boring without it." ...Jim
124 Reference to Table A 10.1 in Appendix 10 reveals that amongst those seen by themselves and
others as being proficient in dealing with change, the majority cite their positive attitude as their
greatest strength in coping with new situations and change.
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“While this is the way I go about things, my strategy for dealing with change, I
suppose, there are a number key factors that need to underpin it.  These are my
positive attitude, my determination and my motivation.  If you haven’t got these, I
think you’re sunk." ....Dennis (1)
"Most problems appear to be due to people’s attitude.  If you don’t have the right
attitude, you just can’t cope. " ....Dennis (2)
"My strength is probably that I accept that: change is inevitable so I get on with it –
being positive – moving forward." ...Dennis (3)
"My strengths are my eagerness and enthusiasm for new discoveries and my
curiosity." ...Trevor
"The biggest problem, I think, is that we all have individual ‘mindsets’.  Sometimes,
the inevitability of the change is in our minds.  But I think these mindsets can be
changed.  A big problem I find is ‘frustration’ when the change doesn’t appear
sensible, or when no one tells you why it’s happening, or you don’t understand why
a situation has occurred." ...Brian (1)
"My greatest strengths are undoubtedly my positive attitude and the interest I have
in my work." ...Brian (2)
"I guess the issue of ‘computers’ is the biggest issue for me.  I find computers very
frustrating and they have affected my eyesight.  The software’s always changing.
Sometimes I feel like picking the computer up and just throwing it out." ...Ralph
"Attitude is crucial.  You must have confidence, be positive, and believe in yourself.
You must understand your own strengths and weaknesses and deal with them,
building on your strengths and dealing with them or compensating for your
weaknesses.  The attitudes of others are important as well.  If others in the
workplace are ‘tuned in’, you can consult and work with them.  If not, then dealing
with change is a lot harder." ...Jonathon
"Probably, the most important of all is the need for me to believe in myself and to
manage my own perspective and attitudes.  I think young people seem to be better
able to deal with change.  They appear to have more confidence and less previous
negative experiences." ...Jackie
"I think change is inevitable.  It can be a good thing.  How you respond is important
and is in your hands.  Attitude is crucial.  My approach is to say “that’s life!  keep
positive.  How am I going to go about it”?  Even though change may at times be
scary, I always try to make the best of it.  I believe that “change is a way of
growing”. ...Monique
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"I think this has a lot to do with background, intelligence (or is it understanding?)
and confidence." ...George (1)'
"I guess my greatest strength is my past experience in dealing with lots of small
changes, experiences at work that is, not my school experience, also my positive
attitude and confidence." ...George (2)
Some participants recognised that their attitudes had changed for one reason or
another; thereby enabling them to learn how to better deal with change in their lives:
'Attitude seems to be particularly important in dealing with change.  In the past, I
saw myself as a powerless object of change.  I am increasingly aware that I can be
an agent of change, and can have some influence on how change occurs.'
...Steve
"My whole attitude in my work has changed since finding out about my dyslexia in
1997.  I have identified and come to grips with my mental likes and dislikes.  I now
have a much more positive approach and attitude to life and work " ...Peter (1)
"My greatest strength is probably my determination to see things through and to
look for the positives." ...Peter (2)
I’ll never forget that first day.  Steve came across and offered to help.  It was terrific
support.  I was so grateful.  Apart from Steve’s help, I read lots of books.  This
gradually built up my confidence and helped me overcome my fears. ...Bill
Others recognised that they had negative attitudes that complicated how they learnt
to deal with change:
"Sometimes, I like change.  Sometimes, I don’t.  I like it when it makes my life
easier, and I don’t when it just complicates it.  I think my personality and attitudes
were set early in my life, and now it’s difficult to change." ...Charlie
"I guess my biggest weakness is how easily I can become stressed if I don’t
understand.  The stress seems to affect my attitude and complicates my ability to
deal with the change." ...Jock
It was not that participants suggested that particular attitudes needed to be inculcated
by others.  Rather they practiced looking for the good as well as the bad in a situation
and then sought to accentuate the positive.  The attitudes most commonly referred to
during the course of the fieldwork are summarised in Table 8.3.
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Table 8.3   Positive and negative attitudes which appeared to affect the way
participants in the case studies learnt to deal with change
Positive attitudes
to be cultivated
Negative attitudes
to be countered
confidence
enthusiasm
enjoyment
curiosity
eagerness
persistence
patience
tolerance
apprehension
fear
despair
anger
apathy
cynicism
impatience
resistance
8.9 Perceptions of personal control -- agents or objects of change?
Associated with the need to manage attitude was the notion that it is desirable to own
and control the change or new situation.  Across the 22 participants involved in the
study, some 15 of them made reference directly or indirectly to either “the need to
feel in control” or “the feeling that they had lost control”.  Some examples of these
comments are reproduced below:
“I would rate myself as being reasonably good in dealing with change.  My greatest
weakness is that I want to always keep control.  I guess I’m what you might call a
control freak.  I tend to get anxious if I don’t have some degree of control.”
…Jackie
“Prior to finding out about my dyslexia, I thought change was inevitable and outside
my control.  I dealt with change by just heaping work upon work and pressing on
regardless, I guess it was just a reactive approach.” …Peter
“We can influence change to some extent, mainly at the local levels.  In other ways,
we are just the objects of some changes, particularly organisational and political
changes.  I don’t have much control over them, or input to them.” …Bill
“Change is part of everyday life.  You have to learn how to deal with it.  You have to
keep aware of the possible situations that are coming and prepare for them.  To
some degree you can take control of these changes.” …Jack
“Change can be both good and bad.  I think it is inevitable.  It can be imposed on
you, or you can go with it.  If you go with it, then at least you will have some degree
of control.” …Jonathon
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As I interacted with the various participants across the four case studies, it became
more and more apparent that their perceptions about the extent of control they have
over change tend to shape their attitudes and responses to change.  For some, the
need for control seems to drive them forward and motivate them to find ways of
gaining control of the change and dealing with it.  For others, the perceived absence
of control or loss of control appears to cause them to surrender to feelings of apathy,
resignation, hopelessness, despair, and in some cases anger.
From my analysis of the field data it appears that when people felt they were losing
control they adopted one of a number of possible responses or strategies dependent
on a range of dispositional and situational conditions.  I observed that different
people in various contexts tend to respond differently.  The categories of
dispositional and situational conditions that Greenberger and Strasser (1991) identify
in their theory are useful for interpreting the observed ways in which the persons in
the four case studies of this research project learnt to deal with changes and new
situations.  The categories are summarised in Tables 8.4, 8.5 and 8.6 on pages 145
through 147 and are keyed to illustrative examples of observations from the
fieldwork.  Chapter 9 compares the observations and related interpretations more
fully with the theories of Greenberger and Strasser (1991).
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Table 8.4    Types of responses to loss of control
1. Restoration Action aimed at restoring the ‘status quo’, often accompanied by anger.
An extreme form is active resistance or sabotage.
(Leo and Ralph are examples from this thesis)
2. Physiological
reaction
Some people tend to convert their anger or despair over loss of control
into an illness or physiological problem often requiring stress leave
(There were two or three persons in this thesis that would fall into this
category, one of which is Charlie who especially came in from stress leave
to be involved in the research)
3. Cognitive
adjustments
There is a range of possible cognitive adjustments.  The two suggested as
being most prevalent by Greenberger et al (1991) are ‘denial’ or
‘fraudulently taking credit’.
(Charlie is an example from this thesis)
4. Seeking more
information
People may actively seek more information to regain their sense of
control.  Greenberger et al (1991) comment that this may range from
being selective and well organised to random or indiscriminate.  They note
that the quality and quantity of information is critical.  Too much
information is likely to be overwhelming and will usually only compound
the feeling of loss of control.  They observe also that the very process of
sorting data is into useful/non-useful can heighten the ‘sense’ of control.
(Tim, Paul George, Jackie and Julian are examples from this thesis)
5. Avoidance People may anticipate a real or perceived loss of control and seek to avoid
the event that is perceived to threaten the loss
(Leo is an example from this thesis)
6. Despair People may respond to repeated or dramatic perceived losses in control
by entering a state of helplessness.  Greenberger et al (1991) suggest that
the state of despair is compounded by the tendency to generalise the
feeling of helplessness to a variety of related but different situations
(Charlie and Ralph are examples from this thesis)
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Table 8.5 Dispositional factors influencing responses to loss of control
1. Information
monitoring and
blunting
a. Extent to which people selectively monitor information about the
threat to loss of control
b. Extent to which people ‘cognitively’ distract themselves from, and
thus psychologically blunt the impact of threat-relevant information
2. Styles of control
enhancement
a. People interfering in the actions of others.
b. People seeking to instigate or intensify conflict.
c. People initiating a business or other venture. (Leo in this thesis)
d. People withholding information from others. (Lloyd’s experience as
described in this thesis)
e. People immersing themselves in their work. (Peter before finding out
about his Dyslexia)
f. People working more closely to bureaucratic regulations and
procedures. (Trevor in the study)
3. Sampling of
information
a. The way in which people may be disposed to selectively sample
information related to the threat of loss of control.  People vary in the
extent to which they allow their biases to influence what information
they choose to either use or ignore.
4. Perceived ability a. The extent to which people see previous experience or current
competence as being able to assist with a task or dealing with a
situation.
5. Personality
differences
a. Locus of control (perception of ‘being able to control’ or ‘being
controlled’).
b. Self-monitoring  (intuitive or reflective on own behaviour).
c. Risk-taking (predisposed to take risks – “adventurous”- or to avoid
risks – “conservative”).
6. Attribution
styles
a. The tendency of people to blame the real or perceived loss of control
either on themselves or on others.  Greenberger et al (1991) note
that people who tend to believe they are responsible for the loss of
control themselves are more likely to attempt to enhance their
control, than people who may blame it on the system, the
organisation, or others.
(Paul in this thesis is an example of the former, while Charlie is an
example of the latter).
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Table 8.6    Situational factors influencing responses to loss of control
1. Contrast The extent to which people’s previous experience of loss of control affects
their perceptions of loss of control.  For example, a minor loss of control
for a person who has enjoyed a long stable period of control is likely to
appear much more significant than the same change for a person who has
had a number of recent experiences in which the have had some loss of
control.
2. Consistency People are more likely to process information about a perceived threat to
loss of control when it is consistent with their expectations.
3. Modelling The extent to which people tend to model their response to a perceived
loss of control on others.
Greenberger et al (1991) suggest that models are more likely to be
imitated if they have high status, are attractive and are similar to the
observer.  The modelling can be both positive and negative.
4. Structure of
the situation
The way in which the environment may affect the individual’s perceptions
of loss of control.  This includes organisational structure, job design, and
task structure.
5. Priming The recency with which particular personal control strategies may have
been previously used tends to influence the extent to which they are used
in the future.
Greenberger et al (1991) note that (1) an employee who has recently been
shown an action, which can enhance control, is more likely to engage in
that activity in the future and (2) a person who has recently utilised a
particular control-enhancing schema will be more likely to employ it again.
6. Group norms People tend to be influenced by group norms when choosing their
response to perceived loss of control.  This can be positive or counter
productive particularly when there is a collective perception that
management or the organisation is denying people opportunities to
exercise some degree of control.  In its extreme manifestation
Greenberger et al (1991) suggest that groups may turn to dysfunctional
means of control enhancement, even to the point of sabotage.
7. Goal clarity The extent to which an organisations goals are clear to the employees.
Greenberger et al (1991) suggest that goal clarity is likely enable
individuals to develop appropriate control enhancement strategies thereby
minimising the likelihood of non-productive means of control
enhancement.
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8.10 Age
A number of comments were made by participants concerning the apparent effects of
age on peoples' ability to learn how to deal with change.  The majority of participants
who made such comments felt that younger people seem to be better able to deal
with change, some suggesting that young people are not as fearful of change as older
people and perhaps have had less negative previous experiences with change:
"Young people tend to have a different philosophy or mind set.  I believe they see
change as a matter of fact – the only constant is ‘change’.  They are not as scared
of change as most of the people in the older generations.  They tend to have a
more positive view." ... Paul
"I believe one of the factors that helps me to deal with change is my age.  Young
people seem to deal with change better than older people." .... Tom
"I think young people seem to be better able to deal with change.  They appear to
have more confidence and less previous negative experiences." .... Jackie
"I think my personality and attitudes were set early in my life, and now it’s difficult to
change."... Charlie
"I don’t think change is good.  For younger people it’s okay but when you’re 60
plus, it’s hard to learn new things --- Your brain can’t adapt to it.  For older people I
think changes should be smaller -- taken in small steps and explained slowly." ....
Ralph
Ironically, one of the younger participants felt that his lack of experience and
maturity (due to his age) was a weakness in his capacity to learn how to deal with
change.  This view was supported by Jim, a 28 year old:
"My weaknesses in dealing with change are probably my lack of experience, my
uncertainty and my general lack of maturity." ... Matt
"'Dealing with changes' seems easier for me, as I get older." ... Jim
One participant who runs a successful small business felt that age itself was not as
important as peoples' attitude and the types of background and experience they had
had.  He suggested, that based on his own observations, young people can have as
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much difficulty in dealing with change as older people.  Conversely, he had met
quite a number of older people who had successfully learnt to deal with change:
"I believe some people are better at dealing with change such as “setting up a
company” than others.  I think this has a lot to do with background, intelligence (or
is it understanding?) and confidence.  I don’t think age is a barrier in itself.  I’ve met
some 'switched on oldies' as well as 'dead-end young’uns'." .... George
Overall, it would appear that, based on the interpreted data in this study that
'age' itself does not appear to be as critical an influence on how well people
learn to deal with change as peoples' 'attitudes' and the way experience and
background positively or negatively influence these attitudes.
8.11 Reflexivity
As explained in Chapter 3, a significant issue in qualitative research is how to
manage the inevitable reflexivity in the research process.  Reflexivity is the effect
upon both the researcher and the participants of the interaction that takes place
between them during research activities.  Whatever their position, values, etc. before
their interaction, inevitably both the researcher and the participants are influenced by
the contact and the dialogue.  Even questions in a questionnaire or an interview tend
to cause participants to reflect on their own position or some aspect of their lives in
ways that would not have occurred without the cue from the survey instrument.
As indicated in Chapter 3, I adopted a deliberate strategy to monitor and assess the
reflexive effects by: (1) assessing changes in participant’s views and positions, etc.
relevant to the problem by asking them appropriate questions progressively during
the study.  All participants filled in a short questionnaire at the end of the fieldwork
aimed at providing some insight into the impact each person’s involvement in the
study may have had on their own views on change and how they should learn to deal
with it; and (2) reflecting upon my own views and positions at periods during the
study.  Perceived changes in views and positions were noted and analysed.
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8.11.1 Observations on the feedback given by participants on the perceived
impact of the research experience on themselves
About twelve of the twenty-two participants involved in the research returned
the completed questionnaires.  Of the twelve, ten indicated that they had
changed their views of change and how they deal with change as a
consequence of being involved in the fieldwork.  While the methodology
adopted for the study sought to control reflexive effects by the use trigger
questions with minimum intervention from the researcher, the very fact that
participants were asked to spend time reflecting on change and how they learnt
to deal with it, indirectly assisted them to develop one of the important skills
practiced by those proficient at learning how to deal with change,
i.e. reflection.  For those who already had these skills, in most cases tacitly, it
made them more aware of what their strengths were.  Examples of some of the
comments made by the observed persons indicating the effect of the research
process on their views, etc. are provided below.
“We’ve had a lot of discussion at work about change and how we deal with it since
you left.  I found my involvement very interesting and thought provoking”
…Monique
“I have personally benefited from being involved in your project.  I am more aware
of what I must do when dealing with new situations.” …Lloyd
“My awareness of change and how to approach it has been altered by my
involvement in this research.  I now look more for the benefits of change and refrain
from thinking too much about the ‘good old days’.  Having someone to talk to about
the issues and the way I feel about change was enough for me to realise how much
I was resisting change.” …Jim
“I’ve come to realise that change is not only at work but also at home, maybe more
so, and that the two are closely interrelated.” …Dennis
“I’ve found that my awareness of change and how I cope with it has changed as a
result of being involved.  The study encouraged me to reflect upon my own
response to change within a range of different contexts.  I can now more closely
identify my own strengths and weaknesses in dealing with change.  Thank you for
the opportunity to be involved.  I enjoyed it and found it most beneficial” …Jackie
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8.11.2 Observations about the impact of the research experience on the
researcher
In tracking my own shifts in views on change and how people learn to deal with it,
the following was noted:
1. I was surprised by the extent of importance of ‘people networking’ as a key
strategy used by those who appear to be proficient in dealing with change.
2. I now see how important it is to encourage people to reflect and think about
new situations and change before acting.
3. I am now more conscious of the importance of assisting and showing
people how to manage their attitudes when learning to deal with change.
4. I am now more sensitive to the importance of ensuring that there are
opportunities for workplace training and guided learning in the workplace to
complement off-the-job training125.
5. While I previously believed that technological and organisational changes
would provide the greatest challenges to most people in workplaces, I now
believe that most people are less likely to be concerned by technological
and organisational changes than they are by changes in work functions and
location.
I was strongly moved by the experience of the fieldwork and of becoming aware of
the trauma, fear, distress and anguish most participants in the case studies
experienced when confronting change.  I felt humbled by the ability of many
participants to persevere in the face of these challenges using the strategies, skills,
knowledge and positive attitudes described in this thesis.  I could not help feeling
concern also for the participants whose previously formed attitudes, values, or lack
of appropriate skills and knowledge contributed to their inability to cope with change
often leading to personal distress, despair and illness.
Inevitably, the outcomes of my experience in the field are reflected in the discourse
of this thesis.  However, my awareness of the ways I have been affected has enabled
me to consciously strive to ensure that the participant’s stories and the interpretations
of them have not been unduly influenced by my change in personal position.
125 There was confirmation for the training approaches recommended by Billett (1991, 1993, 1996).
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The following chapter compares the above interpretations and analyses of collected
data with the body of theory identified through the literature review described in
Chapter 2.
153
CHAPTER  NINE
COMPARISONS  OF  FINDINGS  WITH  THE  BODY
OF  THEORY  IDENTIFIED  IN  THE  LITERATURE  REVIEW
9.1 Introduction
This chapter compares the findings of the research with the body of theory identified
through literature search as summarised in Chapter 2.  The comparison is organised
under series of headings: (1) transfer of learning in the workplace, (2) guidance by
others, including cognitive apprenticeship and guided learning, (3) cognitive and
metacognitive aspects of learning and transfer, including metacognitive knowledge
and skills, schemas, and problem solving; (4) personal disposition and knowledge,
nature of knowledge, disposition and the personal control theory, (5) management of
attitudes,  (7) Key Competencies, (8) social and organisational context of transfer,
and (9) ways of knowing and dealing with change.
9.2 Transfer of learning in the workplace
As described in Chapter 2, a range of researchers including Misko (1995) Down
(1996), Stevenson (1990, 1991, 1994, 1996), Billett (1993, 1994), and Broad and
Newstrom (1992) have contributed to a broad theory that the transfer of learning in
the workplace is a complex process involving a range of 'personal' and 'contextual'
influences that may facilitate or inhibit transfer.  The personal influences identified
include: the cognitive structure of the person concerned, their technical skills, their
cognitive and metacognitive skills and their personal disposition.  While there are
many definitions of cognitive structure in the research literature, the one that
appeared most relevant for this project was that suggested by Stevenson (1994)
which encapsulates propositional or declarative knowledge, procedural knowledge,
strategic knowledge and dispositional knowledge.  This has been described more
fully in Chapter 2.  The identified contextual influences include: the workplace
culture, social relationships in the workplace, organisational structures, power
relationships and physical aspects of the work environment.
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The interpretations in this project have focused on how individuals within workplace
communities transfer their previous knowledge and experience when learning to deal
with change and new situations in the workplace.  In Case Study 1, a section in a
large organisation, considerable variation was observed in the perceived extent of
success of individuals in dealing with change. Less variation in ability to deal with
change was observed in the smaller organisations.  As noted elsewhere in the thesis,
those in the smaller organisations who don't learn to deal with change probably don’t
survive.
Contrasts were identified across a range from those with a perceived high degree of
success to those perceived by themselves and others as having difficulty in coping
with change.  The evidence for classifying individuals was based on interpretations
of perceptions provided by the individuals themselves, their peers and their
supervisors, as well as general observations by myself over the period at each field
site.  As summarised in Chapter 8, the categories of apparent influences on
individuals’ perceived success in dealing with change included: (1) the extent and
appropriateness of their propositional, procedural, dispositional, strategic, and people
knowledge, (2) the extent and relevance of their technical skills, (3) their ability to
use metacognitive or thinking skills - in particular, reflection, interpretation and
analysis; their use of strategies or schemas to deal with change, (4) the extent of
people skills and in particular, their development, maintenance and use of people
networks, and (5) their ability to manage and control their attitudes, including
cultivating positive attitudes and countering negative attitudes.
9.3 Guidance by others
The work of Billett (1993), Bruner (1985) and Collins et al (1989) in the area of
guided learning and cognitive apprenticeship was noted and discussed in Chapter 2.
In particular, I noted that Billett (1993) emphasises the importance of workers
acquiring skills through guided learning experiences in the workplace.  Across the
four case studies, repeated instances were found where guided learning appeared
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important in helping participants to develop strategies or schema to deal with change.
Some typical examples are provided below:
1. The way Leo showed Tim how to develop suitable problem solving and
information sourcing strategies, and the way Tim in turn helped Matt.
2. The way Paul, Jack and Dennis provided guidance to their staff on how to
deal with the changes they were facing.
3. Monique openly acknowledged the guidance provided by Jackie in showing
her how to deal with new situations.
4. Peter explained how a range of people, including his wife, counsellors and
Jonathon in particular, taught him how to deal with his dyslexia but also new
situations and change.
These examples of guided, though often not formalised, useful learning in how to
deal with change contrasted with the perceptions of most of the participants
interviewed that their formal education had been only marginally useful in learning
how to deal with change and new situations.  Only three participants out of the
twenty two in the four case studies felt that their previous formal education or
training had been ‘very useful’ in helping them deal with change.  Six felt that their
previous training had ‘not been useful’ at all.  The remaining thirteen indicated that
their training had been ‘moderately useful’.  In all cases, the responses were qualified
that the training had provided a foundation of initial technical skills and knowledge
but had not provided the skills they felt that they needed to deal with changes in
technology and the workplace.  Over and over again, the participants stressed how
they had learnt what skills they had in this area mainly from others in the workplace
or elsewhere in their lives.
9.4 Cognitive and metacognitive aspects
Chapter 2 included a summary of the review of research in the areas of cognition and
metacognition.  This area of research covers how individuals apply their cognitive
structure to new situations, as well as how they use their experience with new
situations to shape and adjust their cognitive structure.  It also includes research into
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problem solving and critical thinking as key tools for both ‘learning’ and the ‘transfer
of learning to new situations’.  This includes the ‘thinking skills’ of reflection,
interpretation, deduction, induction, the problem solving schemas, and the
development of understanding.
The interpretations of collected data across all four case studies reveal the extensive
use of these metacognitive skills amongst those reported by themselves and others as
being proficient in dealing with change, as well as their relative absence amongst
those who were perceived by themselves and others as having difficulty in handling
change and new situations.  A number of examples of these observations are
provided in Chapter 8.  These interpretations support the value of teaching people to
think critically about changes and new situations and to be more aware of the value
of reflection and analysis of their situation before taking any action or coming to any
conclusions about their situation.
Consistently in the four case studies, it was noted that the use of metacognitive skills
tends to shape attitudes, which in turn affect the disposition of the participant
concerned to deal with change.  In short, participants who tended to take time to
think and reflect upon the changes or new situations they face are more likely to feel
they have some control over the situation and, as a consequence, develop the positive
attitudes and motivation to work through the changes and related problems.  In so
doing, they usually use the other metacognitive skills including analysis,
interpretation, deduction and problem solving.  Participants who do not take time to
think and reflect often seem to come to false or premature conclusions and tend to
develop negative attitudes which confound their motivation and enthusiasm to
develop strategies to handle the changes or new situations concerned.  Later in this
chapter, there is a discussion of this apparent relationship between the participants'
use of metacognitive skills and their disposition to deal with change.
9.5 Personal disposition and knowledge
Chapter 2 included a review of research into how people’s disposition tends to
influence their capacity to learn or to transfer skills and knowledge to new situations.
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According to the identified research, people’s disposition to learn, or to transfer skills
and knowledge, relates to a broad range of personal characteristics that may
positively or negatively affect the outcomes of the activity concerned.  These
characteristics relate to the attitudes and values that the people concerned may have,
as well as the way their perceptions of the task and the socio-cultural context
motivate or de-motivate them towards its achievement.  In the summary of
interpreted outcomes in Chapter 8, the importance of ‘managing attitudes’ amongst
those perceived to be proficient at dealing with change was described.  It was noted
that many participants made reference to their need to ‘feel in control’ when dealing
with a change or new situation.  Some made reference to the ways they endeavoured
to maintain a degree of control over changes and new situations.  Others commented
on their perceived lack of control and their despair at being the ‘powerless victims’
of the changes and new situations.
As mentioned in Chapter 2, these interpretations caused me to extend my review to
of the research literature to cover the relationship between people’s disposition and
their need for ‘personal control’ over situations and change.  As discussed in
Chapters 2 and 8, Greenberger and Strasser (1991) propose a schema for describing
the role of situational and dispositional factors in the enhancement of personal
control in organisations. In the schema, it is suggested that people have a general
desire for control, which propels them to enhance their perceptions of covariation
between their actions and desired outcomes.  When the interpreted data from the four
case studies was compared with their research findings, it was confirmed that many
of the participants had made reference to the importance of ‘needing to feel in
control” when dealing with new situations and change.  They also commented on
how their approach to change and learning to deal with change seemed to be
influenced by their desire to keep in control or, in some cases, their despair at
apparently losing control.  Given the relevance of these research findings to
interpreted outcomes from the study, a tabular summary is provided in Chapter 8 of
the categories proposed by Greenberger and Strasser (1991) for the types of
responses, as well as the dispositional and situational factors.  The table describes the
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categories and, where relevant, indicates where there are examples in the four case
studies of participants that control (or lack of control) was an issue in learning to deal
with change.  The findings of Greenberger and Strasser (1991) are significant in that
they underscore the outcomes of this study that participants tend to be highly
influenced in how they learn to deal with change by both their perceptions of their
locus of control over both change and the related learning process and how they seek
to regain or maintain any sense of loss of control.
9.6 Management of attitudes
An key interpreted outcome of the study is the importance placed by participants on
the need to have positive attitudes when dealing with change and by implication the
need to be able to ‘manage attitudes’, i.e. cultivating positive attitudes and countering
negative ones.  Reference is made to this in Chapter 8.  The consistency and strength
of these comments by many of the participants of the four case studies is also evident
in the summary of data provided in Appendix 8.  Sixteen of the twenty-two
participants observed gave responses that indicated that they regarded having a
positive attitude was an important aspect of dealing with change and new situations.
Six felt it was moderately important.  None indicated that it was ‘not important’.  It is
noted that Argyris (1976), in his discussion of theory-in-use approaches to adult
education, makes reference to the importance of including emotions and attitudes
within the cognitive approaches being applied.  He discusses a case study of a
number of entrepreneurs and managers who are using a theory-in-use approach as
they retrain themselves during organisational restructuring.  He explains how
emotions such as fear, embarrassment and hostility were dealt with in their approach.
He proposes persons using the theory-in-practice techniques should endeavour to
explore and develop ways of understanding and managing their emotions and
attitudes.
It is suggested that there are similar implications from the findings in this thesis:
i.e. that it is important that people in workplace communities are shown how to
critically reflect upon their situations and their attitudes and emotional responses to
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them.  This assistance can be provided through illustrative examples or through
discussions with mentors and role models who can assist them in developing the
skills to be more aware of their attitudes and emotions and the techniques by which
they may be managed.  It is notable that many of the participants in the study felt that
their involvement in the research had helped them to understand their approaches to
change and the importance of maintaining positive attitudes.  This reflexive outcome
provides a strong indication that it is possible for people to be assisted to better
manage their emotions and their attitudes when dealing with change and new
situations.
9.7 Key Competencies
The interpreted outcomes across the four case studies confirm the relevance and
importance of applying Key Competencies131 when dealing with changes and new
situations.  A summary is provided below on the degree of relevance for each of the
seven Key Competencies based on the interpreted data from the field:
Collecting, analysing and organising information,
As noted in Chapter 8, the sourcing, analysis and interpretation of information is an
important skill used in schemas by those in the four case studies perceived as proficient
in dealing with change and new situations.
Working with others and in teams
People skills were identified as being central to proficiency in handling change and new
situations, including people networking, learning from others, sharing information,
helping others to learn and contributing to a supportive workplace culture.
Communicating ideas and information
As indicated above, people skills and the sourcing and analysis of information were
identified as important requirements for dealing with change.  These in turn require
proficiency in communicating ideas and information.
Problem solving
Problem solving (in small steps) was perceived by those observed as a consistent
requirement for proficiency in handling change and new situations.
131 Mayer (1992).
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Planning and organising activities,
Those perceived as proficient in dealing with change tended to have a ‘strategic
approach’ to dealing with change.  This requires a planned and organised approach to
reflection on experience, sourcing information, people networking and problem solving.
Using mathematical ideas and techniques
While the use of mathematical techniques is probably a highly relevant foundation skill in
some contexts, it did not appear from the interpreted field data as an essential element
of the competencies to deal with all changes or new situations.
Using technology
While people observed did refer to the use of some technology as part of their strategies
for dealing with change, e.g. use of computer, Internet and communications technology,
this appeared to be more of an enabling competence than a crucial competence for
dealing with change.
These observations suggest that not only are the Key Competencies likely to be
important foundation skills for ‘technical competence’ in occupations, but they are
probably also central skills for the adaptation or transfer of these technical
competencies from one work context or situation to another.
9.8 Research into the skills and attributes needed by workers of the future
The interpreted outcomes of the four case studies support many of the observations
made by Downs (1998) on her research in the early 1990s on the perceptions of a
sample of 80 British business managers of the attributes and skills needed by the
technical trainees of the future.  Downs found that the managers’ comments stressed
the need for workers to not only ‘do’ their job, but to ‘understand’ both their job and
the impact of technological and other changes upon it.  The managers in the survey
drew attention to the significant changes in work patterns from ‘individual working’
to ‘mutually responsible teams’.  They indicated that, for workers, ‘team-working’
involves: (1) effective management of relations with boss, peers, other employees
and customers, (2) an understanding of teams, their purpose, their dynamics and their
problems and (3) an clear understanding of their role as part of a team.  I noted that
Downs found that in the current context of rapid change and the need to work
effectively with others, managers now recognise the increased importance of “the
whole area of communication, questioning, gathering and sharing information,
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giving feedback and helping others to learn”.  This appears to closely align with the
interpreted observations of this thesis.
From my reading of Downs (1998) I noted that the managers in her survey
emphasised the need for contemporary workers to be highly flexible and versatile.
This includes having: (1) an understanding and acceptance of change, (2) the need
for lifelong learning and the practice of learning skills such as planning, deciding on
priorities, and diagnosing and solving problems, (3) well-developed abilities for self-
organisation, reflection and self assessment; and (4) attitudes of independence, self-
motivation, confidence and responsibility.
From my understanding of Downs account, most of the managers surveyed in her
research suggested that future technical graduates need to be able to: (1) consciously
reflect on experiences in order to learn, (2) find ways of seeking out information, (3)
value others and work together in teams, (4) find ways of getting feed-back, (5)
define their own learning requirements, (6) see that their own learning needs must
also contribute to, and be congruent; with, the organisational needs, (7) make their
written material concise and cogent, (8) understand how any business or organisation
they are likely to work in is organised and fits together, (9) listen effectively, and
(10) build on the ideas of others.
While her sample is relatively small and is based on manager’s responses to a pre-
planned series of questions, I noted that the reported interpretations of observations
in this thesis appear to support the reported outcomes of Down's (1998) research in
the following areas:
1. The importance of the social aspects of learning and transferring skills and
knowledge to new situations, including: people networking, learning from
others, sharing information, helping others to learn and contributing to a
supportive workplace culture.
2. The importance of metacognitive skills such as reflection, developing
understanding, and problem solving.
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3. The need for a strategic approach to dealing with work (and change)
including reflection on experience, sourcing information, problem solving,
and networking with others.
4. The importance of attitudes. Downs specifically cites ‘independence, self-
motivation, confidence and responsibility’ as perceived essential
requirements for working within the contemporary workplace and for dealing
with change.  Within the four case studies, it was also found that having
positive attitudes is seen as important, specifically: ‘confidence, persistence,
curiosity, enthusiasm and patience’.
9.9 Ways of knowing132
Chapter 8 included discussion on interpretations of collected field data that the
participants in the study tended to have different foci for the strategies they adopted
when they are dealing with change and novel situations.  Some had a task focus,
some had a people focus and others adopted a self-focus.  It was noted, however, that
participants perceived by themselves and others to be most proficient in dealing with
change tend to have a combination of all three.  Mezirow’s (1991b) elaboration of
Habermas’ theory of cognitive interest is consistent with these interpretations.
In Mezirow’s (1991b) elaborated theory of Habermas, he suggests three areas of
cognitive interest, or ways of knowing: ‘instrumental’, ‘communicative’ and
‘reflective’.  Mezirow proposes that they represent three different modes of adult
learning: (1) learning from work, i.e. a task focus, (2) learning from others, i.e. a
people focus, and (3) learning from one’s own history and experience, i.e. a self
focus. Table 9.1 classifies under these three categories, the ways of knowing or
learning about how to deal with change identified through the interpretation of data
collected in the field.  It relates to the diagram in Figure 2.7 in Chapter 2 of the thesis
summarising the Mezirow ways of knowing and learning.
Mezirow develops his theory to propose ‘perspective transformation’ as a means for
learners to “…construe their experience in a way in which they may more clearly
132 As described by the theories of Mezirow and Habermas (Mezirow, 1991b).
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understand the reasons for their problems and understand the options open to them.”
(Mezirow: p. 78).  Mezirow recommends a ‘charter for andragogy’, i.e. a proposal
for an organised and sustained effort to assist adults to learn in a way that enhances
their capability to learn as self-directed learners.
I noted that Mezirow proposed effectively a twelve-point plan for adults to take more
‘control’ over their learning.  The thrust of Mezirow’s theory appears to support the
interpretation made from the field data of this thesis that many of the participants in
the four case studies who seemed better able than others to learn how to deal with a
novel situation or change felt that they had some ‘control’ over the process of
learning, or dealing with the situation.  This perceived control appeared to be
optimised when the person concerned used all three ways of knowing about the
change or new situation, i.e. (1) they learnt about the change from the change itself,
(2) they learnt about it in collaboration with others, and (3) they learnt about it by
reflecting on their own experience.  The corollary of such an observation, however,
is that people who have been culturally-oriented to only use instrumental and
individualistic ways of knowing and learning will be seriously disadvantaged in their
ability to deal effectively with change and novel situations.  This was confirmed by
the stories of Brian, Charlie and Ralph who were representative of the group in the
case studies who had most difficulty dealing with change.  Each indicated that they
had been taught to value an individualistic, utilitarian approach to learning and work.
They deliberately avoided communicative, collaborative styles of working and
learning.  They also tended to focus more on the task or problem at hand than to
reflect on the relevance of their previous learning and experience.  These were
people who have not been shown how to learn by reflecting on their own experience.
They were also people who believed that they were taught both formally and
informally that the only learning of value is that which is individualistic and focused
on practical tasks and their immediate environment.  Learning achieved through
informal collaboration and networking with others or from one’s own experience was
seen as somehow inferior and of less value than instrumental, individualistic, merit-
based learning.
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Table 9.1   Ways of knowing or learning about how to deal with change
Instrumental
(Focus on tasks)
Communicative
(Focus on others)
Reflective
(Focus on self)
 Observing workplace
operations
 Sourcing task
information
 Analysing
information
 Experimenting
 Solving task-specific
problems
 Clarifying
procedures and facts
 Task-focused
training
 Networking with
other people
 Learning from others
 Mentoring
 Modelling
 Buddy systems
 Questioning others
 Seeking advice and
support from others
 Reflecting on own
history and
experience
 Reflecting on own
emotions and
attitudes
 Reflecting on own
power situation
within the workplace
community and
organisation
 Reflecting on, and
interpreting, the
implications of
change for self (what
if scenarios)
Given these interpreted outcomes, I am concerned that the modern Australian
education and training systems appear to have such an instrumental and task
approach as a primary focus.  In Chapter 10, these concerns are linked to the work of
Connell (1993) in which he criticises the individualistic, merit-based approaches to
learning and assessment and recommends a move to more collaborative and
reflective approaches.  I strongly support these views.  Based on the interpreted
outcomes of this thesis, it is noted that the capacity of workers to successfully deal
with the rate and extent of changes in contemporary and future workplaces appears to
be seriously impaired if they are not given the knowledge, skills and encouragement
to adopt ways of learning to deal with change and novel situations that include a
combination of instrumental, communicative and reflective ways of knowing and
learning.  This will require a quantum shift in the philosophies and approaches to
learning and assessment that currently appear to characterise our school and tertiary
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education systems.  While there may be some efforts to incorporate and encourage
more communicative and reflective approaches, I suggest that the current utilitarian,
highly-individualistic and merit-based assessment systems of the school leaving
examinations and most vocational and higher education assessment systems bear
testimony to the continuation of these regressive philosophies and approaches.
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CHAPTER  TEN
EDUCATIONAL  ISSUES  AND  OPTIONS  FOR  ACTION
10.1 Introduction
I believe the interpreted outcomes of this study have important implications for those
involved in the education and training of students, trainees and employees.  This
includes teachers and trainers, workplace managers, supervisors and team leaders,
and the students, trainees, apprentices and employees themselves.  This chapter
discusses three key issues identified during the interpretation and analysis of findings
across the four case studies.  They are: (1) perceptions of the place of formal
education and training in the preparation of persons who need to deal with change
and novel situations in the workplace; and (2) the implications of the tendency for
individualistic, merit-based approaches in formal education for the way people learn
to deal with change and new situations in the workplace, and (3) the need for a
broader base of skills and knowledge to deal with change in contemporary
workplaces and the ways in which educators, trainers and workplace supervisors can
assist in the learning of these skills and knowledge.
10.2 The place of formal education and training
A significant observation was the extent to which the majority of the persons in the
four case studies believed that formal education135 at school, TAFE or university is
only one of a wide range of ways in which they build up their knowledge of the
world and learn the skills they need to participate in and contribute to activities in the
workplace community and other communities of which they are members.
Traditionally, formal education has been seen as the cornerstone of future life,
equipping students or apprentices with ‘all’ of the important knowledge and skills
they will need.  These are subsequently applied in the workplace or in other avenues
of life.  Periodically, they may need to return to formal education for a ‘top up’ or to
change jobs.  This ‘centralist’ perception of formal education and training is
illustrated diagrammatically as ‘A’ in Figure 10.1.  However, most of those whom I
135 By ‘formal education’ I mean all school and post-school education and training (including
vocational education and training and higher education) that is structured and is conducted by a
recognised or authorised institution or organisation.
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observed during the fieldwork indicated both directly and indirectly throughout our
discussions and interactions that they saw that formal education is but one of many
ways they learn the practical knowledge and skills they need.  Indeed, the
overwhelming view was that while formal education provides a foundation of
knowledge and skills, it is but a partial source of knowledge and skills actually
needed on a day-to-day basis in the workplace, particularly when dealing with
change and new situations.  Their perception is that formal education and training is
important but only one input in their overall learning process.  'B' in Figure 10.1
depicts this.
Figure 10.1   The shift in perceptions of the role of formal education
A B
Because of the constant changes and new situations which they have to confront,
often on a daily basis, the in this study perceived that the information they need to
deal with these changes and novel situations must be drawn from a ‘soup’ of learnt
skills and knowledge made up of ingredients ‘stirred into the broth’ from many
sources.  These include workplace experience, critical experimentation, interaction
with peers, guidance from mentors, workplace trainers and superiors, self-reflection
on experience and observations and information obtained from a range of sources
including books, magazines and journals, the Internet, technical representatives and
support staff of suppliers and service providers, etc.  I suggest that an important role
of the educator and trainer in this scenario is to prepare people to effectively exploit
the learning opportunities available within this diversity of sources.  This is an
extension to the traditional functions of a teacher in formal education or training.  In
this expanded role, I believe it is still be important to work with learners to build up
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an appropriate foundation of procedural and propositional knowledge to support their
immediate and longer-term vocational aspirations.  However, given the interpreted
outcomes of this study, it is suggested that the educators and trainers could also assist
learners in a variety of other ways.
First, they can confirm and validate perceptions of learners and employees that
formal education and training complements and supports knowledge and skills
gained through experience in the workplace, through personal experimentation, from
peers and role models, etc.  While some teachers, trainers and learners may already
have this perception, the observations of this research reinforce the importance of
dispelling the myth that institutionalised learning is the only ‘valid’ learning
environment.  While this suggestion is not new136, the current trends towards
increasing change in workplaces and the outcomes of this study give an added
imperative and importance to acknowledging and confirming that ‘valid learning’
takes place in a much broader context than formal education or training including a
whole range of workplace and informal experiences and learning opportunities.  This
is not to diminish the importance of formal education and training but rather to fit
formal education and training within a ‘jigsaw puzzle’ of complementary and
interrelated learning opportunities.
Second, educators and trainers can guide learners and employees how best to draw
their learnt knowledge from the range of sources such as those exemplified in ‘B’ in
Figure 10.1 and effectively integrate it in their day-to-day work, particularly when
dealing with change and new situations.
Third, they can be taught the techniques and benefits of building people networks
and exploiting them as a valuable way of obtaining information and in particular,
actively accessing information from people in these networks about change in their
vocational and community lives and how to deal with it.
Fourth, educators and trainers can demonstrate and encourage strategic approaches to
dealing with a new situation and change including experimentation, reflection on
136 This theme of de-institutionalising learning was espoused by researchers going back as far as Illich
(1972).
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possible contingencies and options and strategic sourcing of information and its
interpretation.
Fifth, educators and trainers can teach students and workers, through case studies and
demonstration, the metacognitive skills needed to reflect, interpret, evaluate and
synthesise the information gained from the various sources.
10.3 Implications of the individualistic, merit based approach of formal
education
In the consideration of the apparent influences on how people learn to handle change,
an important outcome of this study relates to the way in which some of the
interpreted data indicates that societal norms related to ‘independence and individual
merit’ appear to influence people’s approach in handling change and how they learn
to deal with changes and new situations.  Participants in the case studies identified as
having serious difficulty in learning to deal with change (to the point of becoming
seriously ill as a consequence of the stress of their difficulties), proudly reported that
they were independent and did not need to seek any help from others.  They
elaborated that they had been taught from an early age that ‘clever’ people in our
society are measured on their own merits and ability and that only people who ‘can’t
make it’ have to rely on help from others.  They pointed out how stringently the
educational examination and work-based performance appraisal systems stress the
importance of working alone and not copying, of assessments being based on ‘your
own work and your own work alone’.  Two of the observed persons discussed how
their parents and teachers had taught them the ‘importance of standing on their own
two feet’.  In contrast, participants in the case studies who were reported as proficient
in learning to deal with change situations tended to build and make extensive use of
people networks and appeared to be committed to the sharing of information and
knowledge.
These observations raise questions about the messages our formal education and
training systems, indeed our society, seem to me to be signalling to young people
concerning individualism and personal merit.  At best, there appears to be an
ambiguous message of ‘ …work alone when you are being judged on what counts,
but only collaborate with others when you are not likely to be assessed’.  It would
appear that participants that worked within people networks and built up a mutual
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reliance on others when dealing with change situations did so in spite of, or even in
defiance of, the society norms reflected in most of our formal training, assessment
and performance appraisal systems.
This is not to say there isn’t a movement towards a greater emphasis on teamwork in
workplaces and experiments in collaborative learning and assessment in education.
However, in my experience many educators and managers appear to have difficulty
in trying to reconcile the measurement of ‘individual achievement’ within a
‘collaborative context’.  Given the identified significance of collaboration between
individuals and workplace communities when learning to deal with change and novel
situations, I suggest that it is important to consider carefully the tacit messages that
may be being projected to students and trainees through our education and training
systems -- particularly those messages that may confound their ability to learn how to
deal with the inevitable increase in changes in work and community life facing all
workplace communities in our foreseeable future.  I believe these observations
resonate strongly with the work of Connell (1993) as described in the literature
review in Chapter 2.
10.4 The need for a broader base of skills and knowledge and action that can
assist learners to deal with change
Whether their formal education and training has been via knowledge-based school
curriculum and/or the vocational education and training (VET) competency-based
approach, the interpreted data from the four case studies reveals an interpreted
perception of many of the participants that the education and training is focused
primarily on utilitarian or task-based ways of knowing and skill development.  There
appears to be only limited emphasis on communicative and reflective ways of
knowing and skill formation. These views accord with my own perceptions and
those of other educational researchers such as Mezirow (1991b).  Based on the
findings described in this thesis, I suggest that there are several ways that individuals
in workplace communities can learn to better deal with change situations.  These are
listed below:
 development of required knowledge with particular emphasis on relevant
strategic, dispositional, people and change knowledge;
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 development of required skills with particular emphasis on inter-personal and
metacognitive skills;
 development of appropriate strategies for dealing with change situations
incorporating utilitarian, communicative and reflective approaches;
 learning how to interact with people, including networking and learning from
others; and
 reflecting on their own disposition and attitudes, including the active
cultivation of positive attitudes and the countering or management of negative
attitudes.
Figure 10.2 on the following page, shows how these options can be related to the
three suggested ways of knowing and dealing with change: i.e. instrumental
(task-focused), communicative (people-focused) and reflective (self-focused).
Appendix 9 provides a more detailed outline of the options for action that can be
taken by learners, employees, teachers, supervisors and education policy makers to
enhance the way learners/employees can learn to deal with change and novel
situations.  The outline in the appendix shows the positive action that can be taken, as
well as the related aspects of work life that can frustrate the ability and/or willingness
to deal effectively with change.
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Figure 10.2    Ways individuals in workplace communities can learn to deal with change
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CHAPTER  ELEVEN
CONCLUSION
11.1 Introduction
This chapter summarises the outcomes of the study in terms of the research questions
I proposed at the commencement of the thesis, as well as other conclusions that arose
during the analysis and interpretation of the collected data.  Whilst the research has
used interpretive-qualitative methods to holistically study the workplace
communities in four different work sites in terms of how they learn to deal with
change, I believe that the interpretations and analysis of the field data have relevance
for other workplace communities or work sites.
My primary aim in this thesis has been to present my observations, interpretations
and conclusions to the readers, thereby allowing them to consider the extent to which
the interpreted observations in the four case studies may be reflected in their own
contexts and experiences.  Readers may wish to ponder the research questions
pursued and the conclusions reached and reflect upon relevance of the questions,
collected data and interpretations to their own contexts.  From my experience across
many industries and discussions on the research conclusions with a range of teachers,
trainers and industry managers, it would appear that many of the conclusions
summarised below can be generalised beyond the four case studies in ways
consistent with Stake's (1995) theory of naturalistic generalisation.  Nonetheless, I
am conscious that the research does represent perspectives and views of a limited
number of participant's modulated by my own interpretations of the input provided
and observations made.  While I believe the thesis provides some additional insight
on a complex topic, I suggest that many of the questions still invite further
exploration.  I have been sufficiently encouraged by the research outcomes and
conclusions to want to explore these questions further in other contexts and to pursue
additional questions that have emerged as an outcome of the study.  These areas of
further research interest are summarised in Chapter 12.
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11.2 Conclusions in relation to the research questions posed at the
commencement of the study
This section summarises my conclusions in terms of the questions originally posed at
the commencement of the study.  The summary is a synthesis of the interpreted data
and its comparison with relevant theories identified in the review of research
literature as described in Chapters 8, 9 and 10.  There is an initial integrated overall
summary, followed by specific conclusions reached in respect of the various
questions.  Each question is presented initially in a shaded box followed by text that
describes the qualified conclusions concerning that question.  It is noted that there is
some inevitable overlap between the responses to a number of the questions.
11.2.1    Overall summary of interpreted responses to the research questions
Listed below is an overall, integrated summary of my interpretations of the responses
to the questions posed at the commencement of the study based on my analysis of the
data collected from the fieldwork:
a) The main types of change nominated by participants in the four case studies as
being important to them were: (1) organisational restructuring, (2) modifications in
work functions, (3) changes in technology, (4) physical relocations, and (5)
alterations in personal situations and relationships.
b) Some participants in the four case studies did appear to find it easier to learn how
to deal with change than others and to transfer previously learnt knowledge and
skills to new situations.  The interpreted reasons for this primarily related to their
perceived locus of control and their ability and willingness to: (1) use appropriate
technical, metacognitive and people skills, (2) develop and apply required
knowledge, including propositional, procedural and dispositional knowledge,
strategic and people knowledge and metaknowledge of own attitudes and how to
control them, (3) use appropriate coping strategies, (4) use people skills,
particularly people networking, and (5) manage own attitudes.  Another key
influence was the positive or negative influence of the workplace culture.
c) In the various case studies, it was observed that participants were assisted in a
variety of ways to improve the way they cope with change and transfer their
existing skills and knowledge to new situations.  These included formal instruction
both on- and off-the-workplace, one-on-one demonstration, guided learning or
coaching in the workplace, educational and workplace group discussions, and
informal learning or leading by example.  The interpreted data indicates that it is
important that people are not only shown how to learn from task-focused activities
(utilitarian) but also from other people (collaborative) and from themselves
(reflective).
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d) Power structures and relationships in the organisations that participated in the
study have a definite effect upon how participants in the workplace communities
both dealt with change and learned how to deal with change.  In the smaller
organisations the absence of complex hierarchical and bureaucratic power
structures seems to provide an environment that enhances the freedom and
capacity for people to work together in dealing with change and new situations.  In
the larger service organisation, power relationships and ‘politics’ in the workplaces
can both assist and frustrate people seeking to deal with change situations.
e) Dispositional knowledge, values and attitudes appeared to play a crucial role in
influencing participants’ willingness to learn how to handle change situations
effectively.  For most participants, such knowledge was usually tacit and people
were not aware of what knowledge they had or how they could act upon it.  A
specific example of such dispositional knowledge was the perception that
individualistic approaches to work were more important than collaborative ones.
Conclusions concerning the important implications of this are discussed more fully
in Section 11.3.4 below.  The metacognitive skills of reflection, interpretation,
analysis and critical thinking were important tools for participants to become more
aware of their tacit dispositional knowledge, values and attitudes.  This awareness
appears to be a vital precursor to being able to consciously act upon or manage
personal attitudes, values and disposition when dealing with change and novel
situations.  Another influence on participants’ attitudes and disposition to learn to
deal with change was the perceived control they believed they had over change
and how they could learn to deal with change.  The conclusions concerning the
implications of this are discussed further in Section 11.3.1.
I believe the wide range of identified apparent influences on how people in the four
case studies seem to learn to deal with changes and novel situations justifies the
decision to adopt a holistic approach both in the collection of the field data and its
subsequent interpretation and analysis.
11.2.2    Conclusions in respect of specific research questions
Detailed below are my conclusions reached in respect of specific research questions
of based on the analysis of the interpreted responses to the questions posed at the
commencement of the study:
176
176
 Types of situations
What are the characteristics of new situations or changes that people in the work
context(s) under study typically have to confront and deal with?
In the four case studies examined in the study, the change situations identified by
I have classified the 22 participants in the work communities under five categories.
The number of identified in each categories is shown in brackets.  It should be noted
that some participants provided multiple examples of critical change situations
falling within the same category, while others gave no examples in some categories:
1. Organisational change  (22);
2. Changes in work functions (14);
3. Changes in technology (11);
4. Physical relocations (10); and
5. Changes in personal situations and relationships (4).
 Ease / success in transfer
Do some people find it easier than others to learn to deal with change and to transfer or
adapt their existing skills and knowledge to new situations?  If so, why do some people
find it easier than others?
Amongst the 22 participants involved in this study, I found that some did find it
easier than others to transfer their existing skills and knowledge to new situations.
Based on the interpreted data of the study, it appears there were many influences on
participants’ ability and willingness to learn to deal with changes and to transfer
knowledge and skills to new situations.  These are summarised in Table 11.1.
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Table 11.1    Identified influences on how participants learnt
to deal with changes and new situations
INFLUENCE ELABORATION OF THE INFLUENCE
Skills: - The extent of, and willingness to use, relevant technical skills relevant to thechange situations concerned.
- The extent of, and willingness to use, cognitive and metacognitve skills,
including reflection, interpretation, analysis, evaluation; deduction; problem
solving and attitude management.
Knowledge: - The extent of, and willingness to use, propositional and procedural knowledgerelevant to the change situation (knowledge of facts and procedures);
- The extent of, and willingness to use, dispositional knowledge
- The extent of, and willingness to use, strategic knowledge (knowledge of
strategies for dealing with change and how to apply them)
- The extent of, and willingness to use, people knowledge (knowledge about
people and how to interact with people)
- The extent of, and willingness to use, meta-knowledge of own attitudes and
how to control them
Strategies: - Ability and willingness to reflect on and analyse the change situation and ownknowledge skills and attitudes
- Ability and willingness to network with others
- Ability and willingness to source and analyse relevant information
- Ability and willingness to experiment in small steps and interpret observations
- Ability and willingness to manage personal emotions and attitudes
People skills: - Ability and willingness to networking with others including communicating withothers about the change situation,
- Ability and willingness to learn from others:
- Ability and willingness to work cooperatively with others within change
situations
Managing
own attitudes:
- Ability and willingness to cultivate positive attitudes
- Ability and willingness to counter negative attitudes
Organisational
culture:
- Effects of organisational and peer culture upon the ability and willingness of the
individual to deal with change situations.  These effects are partly situational,
due to positive or negative peer influences and perceptions of organisational
attitudes, policies, structure; and dispositional, due to own attitudes,
dispositional knowledge and previous experience.
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 Influences
What are the key influences that tend to affect the ability of people to learn to deal with
change and to transfer or learn to adapt their existing skills and knowledge to new
situations?
As discussed in Chapters 8 and 9, the following appeared from the interpreted field
data to be the key perceived influences on the ability of participants to learn to deal
with change and to transfer their skills and knowledge to new situations:
1. Their positive and/or negative attitudes and their ability to manage their
attitudes;
2. Tacit knowledge, particularly tacit dispositional knowledge and strategic
knowledge;
3. Ability to source information to the change situation;
4. The extent of use of people networks;
5. The extent of use of strategies when dealing with change, including, people
networking, information sourcing, experimentation, and deliberate use of
cognitive and metacognitive skills, i.e. reflection, interpretation and problem
solving;
6. The potential positive and negative effects of workplace culture and societal
norms;
7. The potential positive and negative effects of peer pressure;
8. The need for an adequate base of technical skills relevant to the change
situation(s) concerned particularly in situations involving technological change
and/or changes in work functions; and
9. The need for an adequate base of appropriate propositional and procedural
knowledge relevant to the change situation(s) concerned.
 Socio-cultural influences
In what ways do socio-cultural influences affect the ability and/or willingness of people to
learn to deal with change and to transfer their existing skills and knowledge to new
situations?
As indicated above, participants in the case studies appeared to be strongly
influenced by both workplace cultures and society norms in the way they learnt to
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deal with change.  I found examples of positive effects in situations where
participants were working within supportive workplace environments within which
workers collaborate and peers and managers provide information, help, instruction,
encouragement and example to each other in the cooperative management of change.
Examples were also evident of negative effects where peers and/or managers were
being deliberately non-supportive or were withholding important information needed
for the persons concerned to deal or to learn how to deal with change.  At the broader
level, tacit dispositional knowledge originating in the perceived society norms related
to ‘individualism and reward for individual rather than collaborative achievement’
appeared to influence participants in their avoidance of the important people-oriented
strategies that seemed to distinguish those proficient in dealing with change
situations.
 Motivation
What role does motivation play in the ability of people to learn to deal with change and
to transfer their existing skills and knowledge to new situations?  What things influence
this motivation?
Based on my analysis of the interpretations of fieldwork data, I believe motivation is
a significant aspect of the way participants in the various case studies learnt to deal
with change situations.  Both ability and the willingness to apply that ability were
evident amongst participants interpreted as proficient in learning to handle change.
The importance of a positive attitude and will to persevere was identified amongst all
participants who appeared to be proficient in dealing with change situations.
Conversely, those who were perceived by themselves and others as being unable to
cope or deal with change, usually revealed themselves as having little will to learn
and indicated negative attitudes such as apprehension, fear, despair, anger,
frustration, and cynicism.
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 Cognitive structure/mental models
In what ways does a person’s cognitive structure or mental models appear to affect the
ability and/or willingness of people to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
My interpretation of the field data revealed that participants' perceptions based on
their cognitive orientation or mental model of the world in which they work (as
defined in Chapter 2) appeared to have been significant influences on how they learnt
to deal with change situations and how motivated they were to take advantage of
learning opportunities.  People’s mental models can be seen to represent cumulative
personal perceptions of the world incorporating a wide range of processed
conceptions and misconceptions originating in their past experiences and learning.
From the reports provided by participants during the field observations, the
approaches adopted by participants to deal with change situations and their
motivation to deal with the change appeared to be strongly modulated by perceptions
based more on their mental model than reality itself.  I believe this indicates the
importance of people having regularly access to relevant information and contact
with others so that misconceptions can be challenged and adjusted, if required, and
gaps in important information to deal with change filled.
 Propositional and procedural knowledge
What roles do prior propositional (declarative) and procedural knowledge and
experience, both positive and negative, play in the ability of people to learn to deal with
change and to transfer their existing skills and knowledge to new situations?
My interpretations of the interviews with most of the participants in the four case
studies who were perceived as proficient in learning to deal with change situations
seemed to indicate that they believed relevant (propositional and procedural)
knowledge was an important foundation for learning to handle change.  However,
most commented that such knowledge was insufficient if it was not accompanied by
suitable strategies for learning to deal with change such as: (1) reflection upon, and
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analysis of, the change, past experience and options for action; (2) people networking
and collaboration; (3) systematic experimentation; and (4) systematic information
sourcing.
 Dispositional knowledge
What roles do dispositional knowledge, values and attitudes play in the ability of people
to learn to deal with change and to transfer their existing skills and knowledge to new
situations?  What are the key types of dispositional knowledge, values and attitudes
that apply in the context under study?
In the four case studies examined in this research, dispositional knowledge, values
and attitudes appeared to play a crucial role in influencing participants’ willingness
to handle change situations effectively.  For most participants, it seemed that such
knowledge was usually tacit and they were not directly aware of what knowledge
they had or how they did or could act upon it.
The study has revealed that metacognitive skills of reflection, interpretation, analysis
and critical thinking appear to be important and effective tools for people to become
more aware of their tacit dispositional knowledge, values and attitudes.  I believe
that, based on the interpreted data from the case studies, the application of these
metacognitive skills is a vital requirement to facilitate peoples' ability to consciously
act upon or modify personal attitudes, values and disposition.
 Problem solving / critical thinking
In what ways do problem solving and critical thinking play a role in the ability and/or
willingness of people to learn to deal with change and to transfer their existing skills and
knowledge to new situations?  What are the implications of this for helping people
develop their ability to transfer?
The majority of participants proficient in learning to deal with change and new
situations indirectly identified both problem solving and critical thinking as
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important strategies to be adopted when learning to adapt to new circumstances.  The
interpreted data was indirect because the participants in the case studies generally
used these skills tacitly.  The skills of problem solving were called by such terms as:
(1) ‘experimenting’ or (2) ‘the use of trial and error’.  Critical thinking was also
referred to by a range of equivalent common-use terms such as: (1) ‘..thinking it
through’, or (2) ‘..looking at it (the change) from all angles’, or (3) ‘..just taking time
to reflect on the problem and think about the ‘what ifs…’.’
From the interpretations of the discussions with the participants both individually and
in-groups, it appears that it is possible to help people learn these skills.  Examples to
support this view were evident in each of the four case studies.  Indeed, the very
involvement of the participants in the research activities gave them opportunities for
‘guided reflection’.  Many of them commented that by being asked to take time to
reflect on how they dealt with changes and new situations they had become more
aware of the value of reflection and critical thinking.  This effect was clearly obvious
in the feedback provided to me during the exit interviews and workshops / meetings
with the participants prior to leaving each field site.
 Metacognitive skills
What evidence is there that people who are more successful than others in learning to
deal with change and transferring their existing skills and knowledge to new situations
do so because of more effective use of metacognitive skills and knowledge?  If so, what
are the options for helping people to develop and use these skills and knowledge?
As commented elsewhere in the thesis, there is compelling evidence in the
interpreted outcomes of the study of the way in which those seen to be reasonably
proficient in learning to deal with change and transferring their existing skills and
knowledge to new situations made good use of metacognitive skills and knowledge.
These include critical thinking, reflection, interpretation, deduction, analysis and
problem solving.  Based on the interpretation of the field data, I suggest that there are
a number of options for helping people to develop and use these skills.  These
include:
183
183
1. demonstration by peers, workplace coaches, trainers or supervisors on how
to apply these metacognitive skills;
2. case studies showing how the metacognitive skills can be used and providing
examples of the positive outcomes that can be achieved;
3. group discussions about the benefits and ways of using metacognitive skills;
4. the use of role models and buddy systems in the workplace in which people
perceived as proficient in dealing with change are identified and linked with
people who are having difficulties in this area; and
5. role plays on how to deal with change situations with specific emphasis on the
use of reflection, strategies, people networking and management of attitudes
and emotions.
 Help in learning to deal with change
In what ways can people be helped to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
Based on interpreted outcomes of the field data and the outcomes of the literature
review, I suggest that people can be assisted in a variety of ways to improve their
skills in learning to deal with change and to transfer of their previously learnt skills
and knowledge to new situations.
The available options include formal instruction on- and off-the-workplace, one-on-
one demonstration and guided learning, group discussions, and informal leading by
example. I believe these learning methods and opportunities can be effectively
applied to the development of the various skills, knowledge and attitudes identified
in the study as being positive elements that assisted participants to better deal with
change and new situations.
Possible approaches include:
1. encouraging the more effectively building and use of people networks;
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2. encouraging the use of more efficient and effective strategies to source
relevant information about changes and how to deal with them;
3. assisting in the development of ‘strategic’ knowledge, i.e. ways of learning to
deal with change in a calculated, critical and systematic way;
4. assisting in the development of ‘people’ knowledge, i.e. knowing about how
people affect each other, other people’s roles, status, expectations, rules of
relationships, etc.;
5. showing people how to ‘reflect’ on new situations, analysing them, comparing
them with previous learning and experience, including looking for similarities /
differences and evaluating options, and considering possible related
consequences;
6. showing people how to experiment, and critically analyse the outcomes of
those experiments, to discover more information about the new situation of
change (usually in small steps);
7. showing people how to 'manage' attitudes, including cultivating positive
attitudes and countering negative attitudes;
8. providing access to appropriate role models and coaches who are proficient in
dealing with changes and novel situations;
9. using a buddy system to link people with others who are proficient in dealing
with changes and novel situations ;
10. providing support, advice and encouragement when people are learning to
deal with change (i.e. creating a positive and supportive workplace culture);
and
11. systematically providing information relevant to changes in work functions,
technology, organisational structures, location, etc.
 Guided learning
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Is there evidence of guided learning in the workplace (as defined by Billett 1993)?  If so,
does this appear to influence the ability and/or willingness of people to learn to deal with
change and to transfer their existing skills and knowledge to new situations?
There was extensive evidence in my interpretations of the field data across the case
studies of instances of ‘guided learning’ in which participants were assisted by
others in learning how to deal with change.  Some of the more notable examples are
summarised in Chapter 8.  In the course of interviews and group discussions,
recipients of this guided learning acknowledged freely the value of help and
assistance they had been given by the peers, trainers and workplace supervisors
involved in learning how to deal with new situations.  Many of the ways in which
guided learning was provided have been incorporated in the conclusions on the
response to the previous question (i.e. ' Help in transfer').
 Organisational structure and power relationships
What are the organisational structures and power relationships that relate to the
workplace community under study?  In what ways do they appear to influence the ability
and/or willingness of people to learn to deal with change and to transfer their existing
skills and knowledge to new situations?
I found that the power structures and power relationships in the organisations that
participated in the study appeared to have a definite effect upon how participants in
the workplace communities both deal with change and learn how to deal with
change.
In the smaller organisations, the absence of complex hierarchical and bureaucratic
power structures seemed to provide an environment that enhances the freedom and
capacity for people to work together in dealing with change and new situations.
In the larger service organisation, contrasting examples were found of how the power
relationships and ‘politics’ in the workplaces both assisted and frustrated people
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seeking to deal with change situations. Most notable were (1) the people-oriented,
inclusive and positive leadership styles of Dennis and Jackie; (2) the task-oriented,
inclusive and positive leadership style of Jack; (3) the supportive and motivational
leadership style of Paul; and (4) the negative outcomes of the antagonistic conflict
situation between Lloyd and Jim.
I suggest that this confirms the importance of establishing appropriate workplace
cultures and climates and fostering positive relationships that enhance the way
people in a specific workplace learn to deal with change
 Objects / agents of change
To what extent do people in the workplace community under study see themselves as objects
and/or agents of change or new situations (i.e. just passive respondents; or active participants
in initiating, shaping, questioning or resisting change)?  What influence does this appear to
have on the ability and/or willingness of people to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
I found that most of the participants in the workplace communities regarded as
proficient in dealing with change saw themselves as having some influence over the
change situations, i.e. they perceived themselves, to some extent at least, as being
agents of change. Others, particularly amongst those who had difficulty in handling
change, saw themselves as passive respondents or victims of change with little if any
opportunity to influence it.  It appeared from the interpreted field data that the very
perception, rightly or wrongly, of participants that they had some influence over the
change situation tended to give them a dispositional boost that assisted them to deal
with the situation more effectively.  Conversely, those who believed they had no
control over the situation tended to build negative attitudes that appeared to confound
their ability and willingness to handle the change situation.  Chapter 8 included
commentary on how I see these interpretations of the field data relating to the
personal control theories of Greenberger et al (1991) in which peoples’ responses to
workplace situation, including change, is both influenced by their perceptions of
consequential loss of control and modulated by a range of dispositional and
situational factors.  This is elaborated further in Section 11.3.1.
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11.3 Other conclusions
11.3.1    Locus of control
I identified significant variations in the apparent ability and willingness of the
observed participants in the four case studies to learn how to deal with change.  This
ability and willingness appeared to be strongly modulated by their perceived locus of
control.  Those that felt they had some control over the changes and/or were actively
seeking to maintain or retain some control tended to be reasonably good at learning
how to deal with change.  Those that felt they had no control or had lost control
tended to have considerable difficulty in learning to deal with change.  In the extreme
examples, the participants had become so stressed they were on sick leave.  These
interpretations of the collected data have been linked to the theories of Greenberger
and Strasser (1991) concerning the role of situational and dispositional factors on
personal control.  I believe there is a number of important implications of this for
improving the way people can learn to deal with change:
1. It is desirable that educators and managers have an understanding of the
way peoples’ perceived loci of control over change and how they learn to
deal with change affect their attitudes and disposition to learn to cope with
changes and new situations;
2. It is desirable that educators and managers are aware of options for
assisting people to develop constructive perceptions of their loci of control
including empowerment, counselling, participative decision making,
providing information (about change), and even modifying the changes
themselves or the way they are introduced; and
3. It is desirable that people are assisted and guided to be more reflective over
changes thereby enabling constructive responses to perceptions of the
control they might have over change, as well as how they learn to deal with
change.
11.3.2    Ways of knowing and dealing with change
An important influence on the proficiency with which participants learnt to deal with
change appeared to me to be ‘how’ they sought to know about and deal with change.
Three categories of knowing about or learning to deal with change emerged in the
fieldwork data: (1) instrumental or task-focused, (2) communicative or people-
focused, and (3) reflective or self-focused.  As discussed elsewhere in the thesis, I
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suggest that these categories align very closely to the ways of knowing or learning
espoused by Mezirow (1992b) based on the theories of Habermas.
From my interpretations of the field data, I found that those participants most
proficient in learning to deal with change tended to adopt all three ways of knowing
or dealing with change.  Those that were less successful tended to focus less on one
or two, while those that tended to have most difficulty focused almost exclusively on
instrumental approaches with very little networking or involvement with others and
with little in-depth thinking about either the changes or strategies for dealing with
them. Instrumental or task-focused ways of knowing or dealing with change
identified in the research included: (1) observing workplace operations and the way
others deal with work tasks and change, (2) sourcing and analysing information, (3)
experimenting, (4) clarifying procedures and facts, (5) task-focused training, and (6)
solving task-specific problems. Communicative or people-based ways of knowing or
dealing with change included:  (1) networking with other people, (2) mentoring, (3)
modelling, (4) buddy systems, (5) learning informally from others, (6) questioning
others, and (7) actively seeking advice and support from others. Reflective or self-
focused ways of knowing or dealing with change included: (1) reflecting on and
interpreting one’s own experience, (2) reflecting on one’s own emotions and
attitudes and ways of managing them, (3) reflecting on one’s own power situation
within the workplace community and organisation, and (4) reflecting on, and
interpreting the implications of possible changes for self, i.e. ‘what if’ scenarios.  In
all cases, the reflection was combined with the development of coping strategies
using a range of approaches and techniques.
11.3.3 Educational options for improving the way learners and employees learn
to deal with change
Based on my interpretations of the collected data in this study, I suggest that there is
a range of initiatives and action that can be taken to improve the way people in
workplaces learn to handle change and apply their previous learning and experience
to change situations.  Some of these initiatives can be taken by trainees and workers
themselves, some by educators and trainers and some by workplace supervisors,
managers and educational policy makers.  Central to these options are a number of
important themes flowing from the analysis of the fieldwork data in this study:
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1. Work-based and various informal learning opportunities sit alongside formal
education and training as important ways people learn to deal with change
and to transfer previously learnt knowledge and skills to new situations.
2. The theories of cognitive apprenticeship, situated learning, and guided
learning in the workplace as proposed by Collins, Brown and Newman
((1989), Billet (1993) and others cited in this thesis are highly relevant to
strategies for helping people to learn to deal with change and to transfer
previously learnt knowledge and skills to new situations.
3. The need to integrate the various ways of knowing and learning about
change as discussed in Section 11.3.2 above, i.e. from task-focused
activities (utilitarian), from other people (communicative or collaborative)
and from themselves (reflective).
4. The importance of considering ways of developing appropriate dispositional
and strategic knowledge as per the theories of Billett (1994) and Stevenson
(1994 1996) when in preparing people to deal with change and to transfer
previously learnt knowledge and skills to new situations.  This includes
action to ensure an appropriate workplace culture that encourages people to
learn to deal with change and to transfer previously learnt knowledge and
skills to new situations
5. The importance of helping people to learn how to ‘manage’ their attitudes
when seeking to learn how to deal with change in the workplace.  This
includes an understanding of the way a person’s perceived locus of control
influences their disposition and ways of assisting people to feel more in
control of the learning process.
In Appendix 9, various options and initiatives based on the interpreted data of this
study are suggested for students, workers, trainers, educators, educational policy and
decision-makers, and workplace supervisors and managers.  The options are grouped
under the identified categories of ‘ways of knowing and learning to deal with
change’ as described in this thesis, i.e. utilitarian, communicative and reflective.
One set of options is provided as possible initiatives that students, trainees and
employees might take to improve the way they learn to deal with change.  Another
set of options is directed at trainers and teachers who may be assisting students and
trainees in both on- and off-the-job learning activities.  The third is directed towards
managers and supervisors who may be assisting employees and trainees to learn how
to deal with change in the workplace or creating a climate and culture in the
workplace that can help employees and trainees to learn to deal more effectively with
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change and new situations.  The fourth is aimed at educational policy and decision-
makers who may be: (1) overseeing the development and implementation of
curriculum, vocational competency standards and Training Packages, (2) organising
and facilitating teacher and trainer training, and (3) allocating and assigning funds for
research activities into aspects of school and post-school education and training.
11.3.4 Effects of social and institutional norms promoting meritocracy and
individualism
An important overall observation that I made across the four case studies was the
way in which tacit perceptions of societal and institutional norms about the value of
‘independence and individual merit’ appeared to influence the extent to which people
in the case studies use communicative or collaborative ways of learning to deal with
change. Participants who had greatest difficulty in learning to deal with changes and
new situations revealed themselves as ‘loners’, proudly declaring their non-reliance
on others.  They tended to have no communicative or collaborative focus at all.  They
indicated that they had learnt from their teachers, parents and employers that clever
people don’t need help and should be self-sufficient. They pointed to the merit-based
examination and performance appraisal systems in education and work as evidence
of the importance placed on individualistic achievement.  In the thesis, I have linked
these interpreted outcomes of the fieldwork to Connell’s (1993) work on the
problems of merit-based, individualistic training systems.  Connell’s focus was from
the perspective of the disadvantaged in the community. He claimed that meritocratic
and individualistic systems of education and assessment tend to favour the ruling
class and not only further disadvantage the working class but also tend to undermine
the economy and best interests of the community.  However, I suggest that based on
the data, as interpreted in this thesis, merit-based, individualistic approaches to
education and training also have the potential to hamper the capacity of future
generations of young workers to deal effectively with change.
This raises questions as to whether our education and training systems, indeed our
society, may be sending the wrong message to young people concerning
individualism and personal merit.  At best, there appears to be an ambiguous
message of ‘work alone when you are being judged on what counts and only network
and collaborate with others when you are not likely to be assessed’.
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Given the apparent importance of communication and collaboration for individuals
and workplace communities when learning to deal with change situations, it would
seem to me that we need to consider the possible tacit message apparently being
projected to students and trainees through our education, training and assessment
systems that the most important aspect of employment is to be able to ‘work alone
and unaided’.  Based on the conclusions of this thesis, I believe that the problems are
compounded when that actual employment is fraught with rapid, constant and
pervasive change.  In this regard, there appears much merit in the suggestion of
Connell (1993) that we need to explore more fully alternative systems of learning
and assessment that recognise the value and importance of more collaborative and
reflective ways of knowing and working.  It is particularly important to endeavour to
blend together all three ways of knowing and dealing with change, particularly the
communicative and reflective ones.  It follows that we should avoid concentration on
highly instrumental, task-focused and individualistic approaches to learning and
assessment.
11.3.5    The wider context of learning
I believe a significant interpreted outcome of this study is the apparent confirmation
that valuable learning takes place in a much wider context than institutionalised
education, training and assessment.  Certainly, formal education and training has an
important role to play in building an initial foundation of skills and knowledge.  Most
of the participants in the four case studies valued the learning that had taken place
both formally in institutions, as well as informally in the workplace, particularly the
development of skills and knowledge that helped them deal with change and new
situations.  The majority claimed that some of the most useful skills and knowledge
they used to deal with change from day-to-day had been informally learnt in contexts
outside of formal education and training institutions.  Their ability to deal with
change was revealed as an integrated amalgam of formal and informal learning.  I
believe that this needs to be acknowledged more fully, not just as an opportunity to
recognise the ‘often disparaged’ informal workplace learning to facilitate entry to a
recognised education or training institution, but rather to allow the synergy of
complementary and highly-relevant informal and formal learning experiences to be
realised.
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I suggest that the functions and objectives of formal education and training should
give more emphasis to the preparation of students to learn how to deal with change
and new situations in the workplace and to adapt their existing skills and knowledge,
however and wherever gained, to new work contexts.  This is in effect a specialised
form of ‘learning to learn’.  Given the interpretations of the data collected in the four
case studies, this implies added emphasis on the teaching and assessment of
dispositional, strategic and people knowledge, and relevant strategic, people and
metacognitive skills.
In short, I suggest that interpreted data from the four case studies has justified the
holistic approach taken in this study by demonstrating a range of apparent interacting
influences on the way participants in the four case studies learnt how to deal with
change.  I believe that the interpreted data and conclusions of this thesis support a
view that Australia needs systems, educators and managers in both educational
institutions and in workplaces that can motivate and empower people to gain, merge,
synthesise and reconstruct experience and learnt information and expertise to build
the full range of skills, knowledge and attitudes needed to effectively deal with the
present and ongoing changes of the workplaces of tomorrow.
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CHAPTER  TWELVE
POSSIBLE  DIRECTIONS  FOR  FUTURE  RESEARCH
12.1 Introduction
As is so often the case in research studies, the findings of this research have raised
yet further questions in the topic area of this thesis.  The following are further
research projects prompted by the findings of this thesis:
1. Replication of this research across other case studies.
2. Practical trialing and evaluation of the suggested options for education and
training interventions within specific contexts.
3. Further exploration of the ways the perceived societal and institutional
norms of ‘individualism and reward for personal merit’ appear to influence
the way people deal with change.
12.2 Replication of this research across other case studies
One area of further research is to replicate the study across a number of different
types of workplace communities having different contextual aspects, which may
influence the way individuals in those communities deal with change.  These include:
- Workplace communities of former small businesses that have ‘failed’, in contrast
to those examined in this study that are all continuing to succeed.  People in the
‘successful’ organisations observed in this thesis all demonstrated that they were
reasonably proficient in handling change situations.  The further research might
explore the extent to which persons in failed organisations may not have been
able to deal with change and the degree to which this may have been a
contributing influence on business failure.  Such research could indicate ways of
assisting small business people to handle change better and thereby possibly
avoid business failure.
- Communities in workplaces with different cultural norms, i.e. Aboriginal
workplaces, workplace communities with a mix of workers of non-English
speaking ethnic background.  Do different ethnic cultures influence the way
members of those cultures deal with change?
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- Communities in workplaces with oppressive workplace cultures to examine the
effects of this on people’s attitudes and thereby their ability and willingness to
deal with change situations in such contexts.
12.3 Practical trialing and evaluation of the suggested options for education
and training interventions within specific workplaces and educational
contexts
Another area for further research would be the practical trialing and evaluation of the
suggested options for education and training interventions within specific workplaces
and education and training institutions.  This would be aimed at exploring and
checking the efficacy of the techniques suggested in this thesis to assist people to
deal more effectively with change situations.  The research would examine the
feasibility and effectiveness of the suggested options in practice.
12.4 Further study on the ways the perceived societal and institutional norms
of ‘individualism’ appear to influence the way people deal with change.
Another possible area for further research would be aimed at exploring more fully
the ways the perceived societal and institutional norms of ‘individualism and reward
for personal merit’ appear to influence the way people deal with change.  This could
include looking at contrasting case studies, one of which would trace persons
progressing to work from an educational culture of meritocracy and individualism
while the other would trace persons progressing from an educational culture of
collaboration and cooperative achievement.
195
195
APPENDIX 1
THE  RESEARCH  QUESTIONS  USING  STAKE’S  FORMAT154
 What influences the way people in workplace communities learn to respond to newsituations and changes in the workplace and to transfer previously learnt knowledge
and skills to the new situations?

 What are the characteristics of new situations or changes that people in the work
context(s) under study typically have to confront and deal with?
 Do some people find it easier than others to learn to deal with change and to transfer or
adapt their existing skills and knowledge to new situations?  If so, why do some people
find it easier than others?
 What are the key influences that tend to affect the ability of people to learn to deal with
change and to transfer or learn to adapt their existing skills and knowledge to new
situations?
 In what ways do socio-cultural influences affect the ability and/or willingness of people to
learn to deal with change and to transfer their existing skills and knowledge to new
situations?
 What role does motivation play in the ability of people to learn to deal with change and to
transfer their existing skills and knowledge to new situations?  What things influence this
motivation?
 In what ways does a person’s cognitive structure or mental models appear to affect the
ability and/or willingness of people to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
 What roles do prior propositional (declarative) and procedural knowledge and experience,
both positive and negative, play in the ability of people to learn to deal with change and to
transfer their existing skills and knowledge to new situations?
 What roles do dispositional knowledge, values and attitudes play in the ability of people to
learn to deal with change and to transfer their existing skills and knowledge to new
situations?  What are the key types of dispositional knowledge, values and attitudes that
apply in the context under study?
154 Stake, R.E..    (1995) The art of case study research,   Sage , London.
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 In what ways do problem solving and critical thinking play a role in the ability and/or
willingness of people to learn to deal with change and to transfer their existing skills and
knowledge to new situations?  What are the implications of this for helping people develop
their ability to transfer?
 What evidence is there that people who are more successful than others in learning to
deal with change and transferring their existing skills and knowledge to new situations do
so because of more effective use of meta-cognitive skills and knowledge?  If so, what are
the options for helping people to develop and use these skills and knowledge?
 In what ways can people be helped to learn to deal with change and to transfer their
existing skills and knowledge to new situations?
 Is there evidence of guided learning in the workplace (as defined by Billett 1993)?  If so,
does this appear to influence the ability and/or willingness of people to learn to deal with
change and to transfer their existing skills and knowledge to new situations?
 What are the organisational structures and power relationships that relate to the workplace
community under study?  In what ways do they appear to influence the ability and/or
willingness of people to learn to deal with change and to transfer their existing skills and
knowledge to new situations?
 To what extent do people in the workplace community under study see themselves as
subjects and/or agents of change or new situations (i.e. just passive respondents; or
active participants in initiating, shaping, questioning or resisting change)?  What influence
does this appear to have on the ability and/or willingness of people to learn to deal with
change and to transfer their existing skills and knowledge to new situations?
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APPENDIX 2
INITIAL INTERVIEW SCHEDULE
1. Introductions
2. Brief overview of process
3. Tell me a little about yourself – your age, education, work experience,
interests, and your concerns.
4. Could you think for a moment and tell me some of the changes or new
situations you and others in your section have had to deal with over the
past 6 to 12 months.
They could be changes in equipment or procedures, changes on location
or work organisation, new staff.  Or it could be a different type of fault or
work problem.  Different types of customers.
[Identify 5 or 6 and discuss them trying to assess those which are seen to
be most critical]



1

5. What was different about the new situation or change?  Tell me about it.
Did you find it difficult?  Did you find it easy?  Why?
1
2
6. What initiated the change or new situation?  Why did it occur? Was it
something you had to deal with alone?  Were other people involved?
Who?  How did you work together?
3
4
7. Did you like the change?  Were you anxious?  How did you feel about the
situation/change?
5
8
8. Tell me how you handled it?  What did you think?  What did you do?
What did you remember?
8
9
10
9. Did anyone help you?   Did you help anyone else? 11
12
10. Had you experienced anything similar in the past? 6
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11. What did you learn about change and how to deal with it?  Would you
handle it differently if you had to deal with a similar situation or change?
6
7
9
10
12. Do you think you were well prepared for the change?  Were there things
you should have known about?  Is attitude important in dealing with
change?
5
7
13. Have you had to deal with lots of changes? 6
8
14. What do you think about change?  Is it a good thing?  Is it inevitable?  Do
you think we can affect change ourselves -- have some influence over
change/situations?
14
15. How does the organisation and managers help people deal with new
situations/change?  Do you help people who work with/for you?
13
16. How would rate yourself on your ability to deal with change -- on a scale of 5
ranging from very poor to very good?
17. Who are some of the people in your workplace who seem to be very good at
dealing with changes and new situations?
18. Do you find that your previous formal education and training (such as school,
TAFE or university) is useful in helping you to deal with change or new
situation?
19. What do you think are your weaknesses in dealing with the changes and new
situations?
20. What do you think are your strengths in dealing with the changes and new
situations?
21. Is there anything else you would like to discuss about changes in your
workplace and how you deal with them?
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APPENDIX 3
PARTICIPANT RESPONSE SHEET
Subject Code: Location: Date: Time:               to
Question Observations
 What influences the way people in workplace communities respond to new situations and changes in the workplace?
 Types of situations  Motivation  Problem solving/critical
thinking
Organisational structure and
power relationships
 Ease/success in transfer  Cognitive structure/mental
models
Meta-cognitive skills Subjects/agents of change
 Influences  Propositional and procedural
knowledge
Help in transfer
 Socio-cultural influences  Dispositional knowledge Guided learning
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APPENDIX 4
DEAKIN UNIVERSITY ETHICS COMMITTEE
CONSENT FORM
I,                                                                                              of
Hereby consent to be a subject of a human research study to be undertaken by:
David John Rumsey
and I understand that the purpose of the research is
to investigate and describe what influences the way people in workplace
communities respond to new situations and changes in the workplace
and suggest the implications of these findings for educators and
trainers71.
I acknowledge that
1. My responses will be coded and my name and address kept separately from
them.
2. Any information that I provide will not be made public in any form that could
reveal my identity to an outside party ie. that I will remain fully anonymous.
3. Aggregated results will be used for research purposes and may be reported in
scientific and academic journals.
4. Individual results will not be released to any person except at my request and
on my authorisation.
5. That I am free to withdraw my consent at any time during the study in which
event my participation in the research study will immediately cease and any
information obtained from me will not be used.
Signature:
Date:
NOTE: In the event of a minor's consent, or person under legal liability, please complete
the Ethics Committee's "Form of Consent on Behalf of a Minor or Dependent
Person".
71 The working topic for the research was ‘A study of the processes for the transfer of learning in
industry contexts’. However, during the analysis of the data and the writing of the thesis, it was
decided to change the title of the thesis to ‘Learning to deal with change in the workplace’. The
new title better reflects the focus of the research outcomes.
201
APPENDIX 5
DEAKIN UNIVERSITY ETHICS COMMITTEE
PLAIN LANGUAGE STATEMENT
CONTACT DETAILS:
Researcher David Rumsey Tel  (02) 9144 2551
Fax  (02) 9488 9711
Email dra@magna.com.au
Supervisors Prof Robin McTaggart Tel  (03) 5227 1448
Jennifer Angwin Tel  (03) 5227 2260
A Study of the Processes for the Transfer of Learning in Industry Contexts72
I am a PhD student at Deakin University.  My PhD study is about how people in
workplaces like yours use their knowledge and skills to deal with new situations or
changes in the workplace.  The new situations or changes might be only slightly
different from your previous experience.  In some cases, they may be very different.
The changes could range from a new piece of equipment to a change in the way you
do things.  It may involve a new or different type of customer.  It could be a change
in location or a new position.  I am interested to know what are the types of changes
people face in your company or organisation and how they go about dealing with
them.
I am aware that some people find it easier to handle new situations or change than
others.  Some people are scared of change.  Others find it easy.  Some people aren’t
sure how they should go about it.  Others are suspicious of change or suspect ulterior
motives.  I believe that there may be ways of helping people to deal with new
situations and change.
To find out more about the issue, I am spending about six to twelve months each in
four workplaces to get to know the people in them and to find out about their
experiences with new situations and change.  I have chosen your workplace as one in
which there are various types of change occurring.  I would like to invite you to be
involved in the study. You are not obliged to be involved.  However, I am hopeful
that everyone will be happy to assist in such a worthwhile project.
Your involvement will consist of two or three short meetings of about an hour or so
at convenient times to discuss the types of new situations or changes you have to
cope with in your daily work and how you deal with them and feel about them.  Your
employer has agreed to the project and is happy for you to participate.  At these
72 The working topic for the research was ‘A study of the processes for the transfer of learning in
industry contexts’. However, during the analysis of the data and the writing of the thesis, it was
decided to change the title of the thesis to ‘Learning to deal with change in the workplace’. The
new title better reflects the focus of the research outcomes.
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meetings, we will discuss your background and experience and how they assist you
in handling these changes.
From time to time, we will have small group meetings, including yourself and some
of your workmates, to discuss the types of changes or new situations occurring in
your workplace and how you work together to deal with them.
In total, I expect that each person participating will spend about six hours maximum
with me in meetings, etc. spread over six months, plus the small amount of time
required to briefly complete the simple diary.  From your own point of view, I
believe you will find your involvement enjoyable and interesting and it will probably
give you a better idea of how to cope with new situations in the future.
All information collected during the study will be treated as strictly confidential and
no person will be identifiable in the results. I will show to you all of the notes that I
take during our meetings and ask you to check if they are correct.  If there are things
we discuss that are private and you don’t want a record kept of them, then your
wishes will be respected.  You may be assured that all of my notes and collected
information will be kept in a locked, secure location.
If you have any further questions about the project either now or at any time during
the study, do not hesitate to raise them with me.  My telephone, fax or email
addresses are shown above.
If, at any time, you feel you do not want to continue to be involved in the study, you
are free to withdraw without any adverse consequences.  Should you choose to do
this, you may be reassured that all information you have provided up to that time will
not be used and will be shredded.
At the completion of the study, I will be informing all participants of the results and
findings of the project.
Should I wish to use the collected information for any research beyond the current
project, I will contact you to explain the details of the further research and request, in
writing, your consent for its use.
I hope you are reassured by the above explanation of the project and the efforts I
propose to take to safeguard your privacy and interests.  I would be delighted to have
you participate in my research study.  If you are willing to be involved, I would be
grateful if you would read and sign the attached consent form as confirmation that
the nature of the project has been explained to you and that you have been given
assurances about confidentiality and the way the collected information will be used.
Thank you for your participation to date, and I look forward to the possibility of
working with you further on this important project.
Yours sincerely
David Rumsey
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APPENDIX 6
COPY OF LETTERS SENT TO ORGANISATIONS SEEKING
THEIR INVOLVEMENT IN THE RESEARCH PROJECT
Note:   The names of people, organisations and addresses have been deleted in
accordance with the confidentiality requirements of the ethics strategy for the
project.
{date}
Mr {name of executive contact}
{position in organisation}
{address}
Research project on how workplace communities
deal with new situations and change73
Dear Sir
I refer to my preliminary discussions with yourself and {name of workplace contact}
regarding my interest in carrying some of the fieldwork for my PhD in conjunction
with {name of the organisation}.
As discussed, I am undertaking my PhD with Deakin University in Geelong.  I am an
off-campus student.  My principal supervisor is Dr Jennifer Angwin of the Faculty of
Education.  She can be contacted on Tel 03 5227 1495.
The topic for my thesis is “Learning to deal with change in the workplace”.  A copy
of the proposal for my research recently approved by a Colloquium panel of the
University has been provided separately.  A summary of the proposal is attached.
Yours sincerely
David Rumsey
73 The working topic for the research was ‘A study of the processes for the transfer of learning in
industry contexts’. However, during the analysis of the data and the writing of the thesis, it was
decided to change the title of the thesis to ‘Learning to deal with change in the workplace’. The
new title better reflects the focus of the research outcomes.
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APPENDIX 7
Copy of Participant’s Questionnaire
This questionnaire is intended to provide me with feedback on how you found your involvement in
my research project.  As with other information collected for the project, your responses will be
kept confidential.  I would be grateful if you would complete the questionnaire and either give it to
me personally or return it to me in the enclosed reply paid envelope.
Thank you once again for all of your assistance.
Yours sincerely
David Rumsey
Name
Q1 Have you found that your awareness
of change and how you approach it
has been altered during the course of
my research activities that have
involved you?  If the answer is ‘yes’,
please briefly indicate how it has
changed.
Q2 Have you gained any personal
benefit from your involvement with
the project?
Could you please elaborate.
Q3 Have you found that my work has
been relatively non-intrusive or have
you found that it has interfered with
the your work activities.
Q4 Please provide any other comments
you may wish to make on the project
and your involvement in it.
THANK YOU
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APPENDIX 8
SUMMARY  OF  FIELD  DATA
In this appendix, Table A8.1 provides a summary of the classification descriptors
derived from the analysis and categorisation of the interpreted field data.  Tables
A8.2 and A8.3 provide a summary classification of each subject against the
identified categories of interpreted data.
Table A8.1   Definitions of classification categories identified
in the interpretation of fieldwork data
DESCRIPTOR CLASSIFICATION CATEGORIES
Gender Male (M) or female (F) as reported by the participants
Age Age in years (as at December, 1998) as reported by the participants
Self perceived
strengths
The responses of the participants to the question posed at the conclusion of
discussion of the four or five identified critical changes or situations with which
they had had to deal -- “What do you think are your weaknesses when dealing
with changes and new situations?”.
A point summary in text form of each participant's response is provided in Table
A8.2.
Self perceived
weaknesses
The responses of participants to the question posed at the conclusion of discussion
of the four or five identified critical changes or situations with which they
previously had had to deal -- “What do you think are your strengths in dealing
with changes and new situations?”
A point summary in text form of each participant's response is provided in Table
A8 2.
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DESCRIPTOR CLASSIFICATION CATEGORIES
Self-rating on
coping with
change
A self rating by participants at the conclusion of the first interview at which time
they were asked to indicate on a scale from 1 to 5 how well they believed they
had dealt with change and new situations.
‘5’ indicates that they believed they were able to successfully deal with
changes, (i.e. they were able to use their prior knowledge and skills to
identify the nature of the changes or new situations and to successfully
implement strategies in response to the changes in ways that satisfied their
own and the organisation’s needs);
‘4’ indicates that they believed they coped reasonably well with most changes;
‘3’ indicates that they believed they coped to some extent with most changes.
However, there were changes or new situations to which they were not been
able to respond to their satisfaction;
‘2’ indicates that they believed they coped to a degree with some changes but
there were many changes and situations to which they believed they had not
responded successfully; and
‘1’ indicates that they believed they did not cope with any change or new
situation (for all participants identified in this category in the workplace
communities studied, it was noted that they tended to be distressed about
their perceived inability to deal with change).
Influence of
people
The extent to which, based on the interpretation of the field data, the participants
concerned appeared to have interacted with, and be influenced by, other people in
the work community and the general community, when learning to deal with
change and new situations.
‘Very High’ indicates that there is evidence that the participants concerned were
highly influenced by many different people (more than 10);
‘High’ indicates that there is evidence that the participants concerned were
highly influenced by a number of different people (at least 4);
‘Medium’ indicates that there is evidence that the participants concerned were
influenced to some extent by one or two people;
‘Very Low’ indicates that there is evidence that the participants concerned were
only minimally influenced by other people and tended to act
independently
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DESCRIPTOR CLASSIFICATION CATEGORIES
Agent / object
(perception of
control over
change)
The extent to which, based on the interpretation of field data, the participants
concerned believed that they were either agent or an object of change, or both.
‘Agent’ means that the participants concerned indicated that they believed they
had a reasonable degree of influence or control over the changes and
new situations with which they have dealt;
‘Object’ indicates that the participants concerned indicated that they believed
they had no influence or control over the changes and new situations
with which they had to deal i.e. they were a victim of changes beyond
their control and about which they felt they could do nothing;
‘Both’ indicates that the participants concerned indicated that they believed
they had some influence or control over some of the changes and new
situations with which they had to deal.  However, they believed that
were some changes over which they had little or no influence or
control.
Use of strategy The extent to which, based on the interpretation of field data, the participant
concerned appeared to have developed and implemented strategies when learning
to deal with changes and new situations.
‘Extremely High’ indicates that there is evidence that the participants concerned
appeared to regularly and effectively use a range of strategies
when learning to deal with change and new situations;
‘Very High’ indicates that there is evidence that the participants concerned
appeared to regularly use a number of strategies when learning to
deal with change and new situations;
‘High’ indicates that there is evidence that the participants concerned
appeared to regularly use one or two strategies when learning to
deal with change and new situations;
‘Moderate’ indicates that there is evidence that the participants concerned
appeared to occasionally but irregularly use one or two strategies
when learning to deal with change and new situations; and
‘None at all’ indicates that there is evidence that the participants concerned
appeared to use no strategy whatsoever when learning to deal
with change and new situations.
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DESCRIPTOR CLASSIFICATION CATEGORIES
Identified by
others as good
manager of
change
The number of other participants interviewed in that particular workplace
community who identified the subject as someone who they felt was successful in
dealing with change and new situations.
Type of
organisation
The types of organisations targeted in the four case studies:
 Case study 1 Large electrical service organisation
 Case study 2 Small electrical contracting firm
 Case study 3 Small education/training consulting firm
 Case study 4 One-person IT company
Change types The types of changes in the four case studies have been classified under the
categories:
 Changes in work function
 Changes in physical location
 Changes in organisational structures
 Changes in technology
 Changes in personal life
Usefulness of
previous training
in dealing with
changes
The responses of participants to the question posed at the conclusion of discussion
of the four or five identified critical changes or situations with which they had had
to deal -- “Did you find that your previous formal education and training (such
as school, TAFE or university) was useful in helping you to deal with changes or
new situations?”.
Very useful indicates that the participants concerned felt that their previous
formal education / training had assisted them significantly to deal
with changes and new situations in the workplace
Moderately
Useful
indicates that the participants concerned felt that their previous
formal education / training had assisted them to some extent to
deal with changes and new situations in the workplace
Not useful indicates that the participants concerned felt that their previous
formal education / training had not assisted them at all to deal with
changes and new situations in the workplace
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DESCRIPTOR CLASSIFICATION CATEGORIES
Importance of
disposition in
learning to deal
with changes
The extent to which, based on the interpretation of field data, the disposition of
the participants concerned appeared to be an important influence on how they
learnt to deal with change.
‘High’ indicates that there is evidence that the disposition of the participants
concerned appeared to be an important influence on how they learnt
to deal with change;
‘Medium’ indicates that there is evidence that the disposition of the participants
concerned appeared to have had some influence on how they learnt
to deal with change;
‘Very Low’ indicates that there is evidence that the disposition of the participants
concerned appeared to have little if any influence on how they learnt
to deal with change
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Table A8.2   Summary of interpreted data by participant  (Set A)
Name Gender Age Influence
of people
Self perceived strengths Self perceived weaknesses Agent / object Use of
schema /
strategy
Self rating
on coping
with
change
Identified by
others as good at
dealing with
change
Jack M 40 Very High Change is normal.  Run of the
mill. Get on with it.
Not wanting to develop an
approach or strategy to deal with
change.
Agent Extremely
high
5 6
Jonathon M 28 Very high My acceptance of change.  ‘It’s
just part of life’.  My positive
attitude.  The way I prepare
myself for the uncertainties of
the future
Frustration with people around
me who are not as ‘switched on’
about change as I am.  This tends
to affect me.  My motivation
seems to be affected
Both Extremely
high
5 2 of 2
Paul M 40 Very High Positive attitude. Drive to
succeed. Positioning oneself to
handle contingencies.  Looking
for opportunities
Apprehension and fear of
consequences.  Wanting to know
the full picture before
committing yourself
Agent High 5 4
Leo M 40 High Resourcefulness.  Confidence.
An organised mind.
Impatience.  Intolerance of
apparent inefficiency
Agent High 5 2
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Name Gender Age Influence
of people
Self perceived strengths Self perceived weaknesses Agent / object Use of
schema /
strategy
Self rating
on coping
with
change
Identified by
others as good at
dealing with
change
Jackie F 44 Very High Ability to talk to others.
Openness.  Readiness to adopt
changes. Acceptance of change
as a fact of life.
Wanting to keep control.
Tendency to get anxious if not in
full control.
Both Extremely
High
4-5 1 of 1
George M 29 Very High Positive attitude. Confidence.
Past experience in dealing with
lots of (small) changes.
Reluctance to deal with big
changes.  Prefer small changes
(tend to convert big changes into
a series of smaller changes)
Both Extremely
High
4-5 Not relevant
(only person in
organisation)
Julian M 57 Very High Persistence. Motivation, Positive
attitude.
Prioritising (choosing things I
like first).  Holding on to things
too long.  Not letting things go
early enough.
Both Very High 4 1
Jock M 24 Very High My ability to work without
supervision and to work through
things I don’t understand
I can become stressed if I don’t
understand.  The stress seems to
affect my attitude and
complicates my ability to deal
with the change
Both Very high 4 2 of 2
Peter M 37 Very High Determination to persevere.
Looking for positives.
Procrastination in dealing with
change.
Both High 4 2 of 2
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Name Gender Age Influence
of people
Self perceived strengths Self perceived weaknesses Agent / object Use of
schema /
strategy
Self rating
on coping
with
change
Identified by
others as good at
dealing with
change
Monique F 30 High Prepared to acknowledge need
for change.  Readiness to deal
with change.
Overly conservative approach to
change.  Initial apprehension and
caution (tends to dissipate once I
have reflected on implications of
change).
Both Very High 4 1
Steve M 37 High Confidence.  Optimism. Apprehension and attitude.
Don't like to change.
Both Very high 4 3
Dennis M 38 High Positive attitude.  Resolve to
move forward.  Don't worry
about change. It's inevitable
Tendency to dwell on past. Must
be convinced to be committed.
Require justification.
Both High 4 1
Tom M 34 Some Positive attitude. Enthusiastic.
Highly motivated to achieve.
Lack of sufficient knowledge.
Concern over consequences of
errors and mistakes
Both Very high 4 1
Matt M 18 High Enthusiasm. Interest. Lack of experience.
Uncertainty.  Immaturity
Both Extremely
high
4 1
Jim M 28 High Curiosity. Lack of patience. Object Moderate 4 1
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Name Gender Age Influence
of people
Self perceived strengths Self perceived weaknesses Agent / object Use of
schema /
strategy
Self rating
on coping
with
change
Rated by others
as good at
dealing with
change
Trevor M 38 Very High Curiosity. Eagerness.
Enthusiasm for new discoveries.
Frustration, Awareness of limits
of own knowledge.
Both Extremely
high
5 0
Tim M 20 High Looking at change from different
points of view
Stubbornness.  Why change? Both Very high 5 0
Bill M 39 High Willingness to accept change,
once understood
Nervousness and apprehension.
Need to know why.
Both Moderate 4 0
Lloyd M 36 Medium People skills.  Listening to
others. Not classifying people.
Wanting to stay in my own
comfort zone.  Preferring
changes I like.  Avoiding those I
don’t.
Both Very High 4 0
Brian M 35 Medium Positive attitude.  Interest in
work
Frustration when change appears
illogical. My mindset.
Both Moderate 3 0
Charlie M 46 Very Low Range of background and
experience.
Apprehension and despair. Can't
handle rate of change.
Object None at all 1 0
Ralph M 65 Very Low Persistence in face of the
inevitable
Lack of confidence.  Fear of the
unknown.
Object None at all 1 0
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Table A8.3   Summary of interpreted data by participant  (Set B)
Name Type ofOrganisation
Change types Usefulness of previous
training in dealing
with changes
Importance of
disposition in
learning to deal with
changes
Location Function Organisational Technology Personal
Jack Large Organisation      Moderately useful Medium
Jonathon Small Elect. Service      Moderately useful High
Paul Large Organisation      Moderately useful High
Trevor Large Organisation      Not useful High
Leo Large Organisation      Moderately useful Medium
Tim Large Organisation      Very useful High
Jackie Small Consulting      Moderately useful High
George One Person IT      Not useful High
Julian Large Organisation      Moderately useful High
Jock Small Elect. Service      Very useful High
Peter Small Elect. Service      Moderately useful High
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Name Type ofOrganisation
Change types Usefulness of previous
training in dealing
with changes
Importance of
disposition in
learning to deal with
changes
Location Function Organisational Technology Personal
Monique Small Consulting      Very useful High
Steve Large Organisation      Moderately useful High
Dennis Large Organisation      Moderately useful High
Tom Large Organisation      Not useful High
Matt Large Organisation      Moderately useful Medium
Jim Large Organisation      Moderately useful Medium
Bill Large Organisation      Not useful Medium
Lloyd Large Organisation      Moderately useful High
Brian Large Organisation      Moderately useful High
Charlie Large Organisation      Not useful High
Ralph Large Organisation      Not useful High
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APPENDIX 9
POTENTIAL AIDS AND FRUSTRATIONS
WHEN LEARNING TO DEAL WITH CHANGE
In Table A 11.1 below, I list what I believe are potential aids and related frustrations to when learning to deal with change situations
based on the interpretations of field data collected in this study.  The list is provided in tabular format with topical icons to enable its
use as graphic portrayal of the key findings of this research.  As a minimum, the table represents aids and frustrations that are relevant
only to the participants in the four workplace communities that were the subject of the study.  I leave it to the readers to induce
whether the potential aids and related frustrations have relevance beyond these contexts.  My own belief, based on my wider
experience and discussions I have had with a wide range of persons across a range of industries, is that they are probably applicable
to most workplaces.  I have taken this list of potential aids and frustrations and translated them into possible options for action that
may assist students and members of workplace communities to better prepare themselves for dealing with change situations in the
future.  The action options are grouped under four categories:
1. possible options available to learners and employees;
2. possible options available to workplace managers and supervisors;
3. possible options available to teachers, trainers, coaches and mentors; and.
4. possible options available to education policy- and decision-makers.
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Table 11.1    Summary of potential aids and frustrations when learning to deal with change and new situations
1. Aids and frustrations related to task-focused or ‘instrumental’ ways of learning to deal with change
Aids to learning Related frustrations to learning
1.1 Effective strategies to source information about
the change and how to deal with it
1.1 Inability to effectively source information, including: lack of skills, lack of
access to means, and insufficient time
1.2 Development and use of ‘strategic’ knowledge,
i.e. deals with change in a planned and
systematic way
1.2 Lack of strategic knowledge, i.e. tends to act intuitively, has a reactive
approach to change, and sees own role as a passive object of change with
no opportunity to influence it
1.3 Ability to experiment and analyse, usually in
small steps
1.3 Inability to experiment – (expectation that all information will be provided by
the organisation, a training institution, manufacturers of equipment or
products, or will be available in books / manuals)
a 
??
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2. Aids and frustrations related to people-focused or ‘collaborative’ ways of learning to deal with change
Aids to learning Related frustrations to learning
2.1 Effective development, maintenance and use of
people networks
2.1a Personal disposition and/or workplace culture that emphasises
independence, i.e. isolationism or individualism
2.1b Antagonism between individuals / groups both within and outside of
workplace community
2.2 Development of ‘people’ knowledge, i.e. knowing
about the people that can affect you, their roles,
status, expectations, rules of relationships, etc.
2.2 Lack of people knowledge, i.e. lack of awareness of who can be of
influence or support, or who may be a threat
2.3 Access to role models and coaches, i.e. models
and buddy system).  Receives support, advice
and encouragement from models, coaches and
peers
2.3 Works in isolation and as a consequence lacks sufficient support, advice
and encouragement
2.4 Interchange of information between employees
and the organisation including: information on
changes, information on how to deal with change/
new situation, suggestions from employees, and
feedback from employees
2.4a. Absence of information or confusion in information from management,
leads to dependence on ‘grapevine’ for information
2.4b Inability to access or comprehend information that is actually available
either because of lack of skill or because dissemination / communication
strategy of organisation is inadequate
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3. Aids and frustrations related to self-focused or ‘reflective’ ways of learning to deal with change
Aids to learning Related frustrations to learning
3.1. Management of attitudes, cultivating positive
attitudes and countering negative attitudes
3.1. Negative attitudes tend to dominate, judgement tends to be clouded and
motivation is inhibited
3.2. Ability to ‘reflect’ on a new situation – comparing
it with own previous experience, i.e. similarities /
differences and options / consequences
3.2. Inability to reflect, possibly through lack of skill – insufficient time, etc.
3.3 Ability to ‘reflect’ on a possible contingency
developments and situations and how they could
affect oneself, thinking through possible
scenarios and what could be done in each case
based on previous experience.  Being prepared
for possibilities.
3.3a Dealing only with the here and now, taking one day at a time.  Putting out
bushfires as they arise
3.3b Lack of confidence in self-efficacy.  Avoidance of thinking about possible
scenarios because of feelings of helplessness or powerlessness
+ + + +
??
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Possible options for action that may assist students and members of workplace
communities to better prepare themselves for dealing with change situations
Options for learners and employees
Self-focused or reflective options
1. Take your time and think carefully about any change or new situation.  Reflect on what it involves,
what its implications are, what your options might be under different scenarios, what is the best
case scenario, what is the worst case, look at it from as many angles as you can, talk to others
about it.
2. Develop strategies for dealing with new and unknown situations and changes, including looking
for similarities and differences with past experience and learning, and systematically
experimenting in small steps to build up your base of information.
3. Develop a habit of speculating and reflecting in advance on future possible changes (….“what
if?”) -- Think through the implications and options of action you could take.
4. Develop positive attitudes towards changes.  At the same time don’t be afraid to be critical of any
change or situation that appears unreasonable or unsafe, etc.
5. Recognise negative attitudes and develop ways and means of overcoming these.
6. Remember that while some aspects of change are inevitable and appear to be beyond your
control, there is always something you can do to influence the change or its effects.
People focused or collaborative options
7. Build relationships with others, develop and use people networks.
8. Don’t be afraid to seek assistance and help from others.
9. Identify others who appear to cope well with change and observe what they do, discuss it with
them, adopt approaches which seem to be working.
Task focused or instrumental options
10. Seek, obtain and review information that helps you understand the new situation / change
11. Make sure you have an adequate foundation of skills and knowledge to adapt to change.  This
includes technical skills and knowledge, as well as other important skills such as ‘thinking or
reflecting’ on situations or possibilities, how to obtain, interpret and use information, how to
network with other people, etc.  If your foundation of skills has gaps, identify what is missing and
take action to extend your skills and knowledge through courses, or working with, and learning
from, others.
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Options for managers, supervisors and organisations
Self-focused or reflective options
1. Encourage employees and managers to reflect on new situations and changes.
2. Be sensitive to the attitudes of staff, in particular, negative attitudes such as apprehension; fear;
despair; anger; apathy; cynicism; impatience or resistance.  Take action to alleviate their
concerns.
3. Actively work with them to cultivate positive attitudes and to counter negative attitudes without
restricting their right to be critical of changes and situations that are unreasonable or unsafe, etc.
People focused or collaborative options
4. Encourage teamwork and cooperative learning opportunities within workplace communities.
5. Provide opportunities for employees/ managers to access information they may need to deal with
changes and new situations.
6. Encourage managers and employees who are successful in dealing with change to assist those
who are not.
7. Encourage and provide opportunities for networking both within and outside of the enterprise.
Conversely, ensure that employees are aware of the dangers of being too independent.
8. Encourage the building, maintenance and use of people networks.
9. Involve staff in discussions about change.  Provide them with information about proposed
changes.  Listen to any suggestions and feed these into decision-making processes of the
organisation.  Provide feedback regularly on developments.
Task focused or instrumental options
10. Provide as much information as possible to staff about changes and new situations, which will
affect employees and managers.
11. Ensure employees and managers have opportunities to develop an adequate base of skills and
knowledge, to be an effective ‘launching pad’ for adapting to change.  This includes technical
skills and knowledge, as well as other important skills such as ‘thinking or reflecting’ on situations
or possibilities, how to obtain, interpret and use information, how to network with other people,
etc.  If their foundation of skills has gaps, assist them to identify what is missing and to extend
their skills and knowledge through courses, or working with, and learning from, others.
12. Provide opportunities for off-job or on-job instruction in how to develop strategies for dealing with
new situations and change.
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Options for teachers, trainers, coaches and mentors
Self-focused or reflective options
1. Show students / trainees how to reflect on a new situation or change, what the situation or
change involves, what its implications are, what their options might be under different scenarios,
thinking through the best case scenario, thinking through the worst case, looking at a situation or
change from as many angles as possible, emphasising the value of talking to others about it.
2. Assist learners to self-evaluate their attitudes to change and new situations, and instruct them in
techniques for developing positive attitudes, as well as for recognising negative attitudes and
ways and means of countering them.  At the same time encourage them to be critical and
question changes or situations that may be unreasonable or unsafe, etc.
3. Instruct learners in how to develop and apply reflective strategies for dealing with new situations
and change, including how to reflect on similarities and differences with past experience and
learning, and demonstration of techniques for speculating and reflecting on future possible
changes (…..“What if?”) and the implications and options of action that can be taken.
People focused or collaborative options
4. Develop the knowledge and skills to enable learners to interact successfully with people both in
learning situations and more generally in the workplace.
5. Instruct learners in the importance of networking and help them to develop effective techniques in
building, maintaining and using networks.
6. Encourage learners to identify good role models of colleagues / senior staff who appear to
successfully deal with change and new situations.
Task focused or instrumental options
7. Instruct learners in how to develop and apply task-focused strategies for dealing with new
situations and change, including techniques for seeking, obtaining and reviewing information that
helps them understand the situation/change, and demonstrating how to systematically experiment
in small steps to build up their base of information.
8. Provide and discuss case studies of employees/managers successfully handling change and new
situations.
9. Ensure that learners/employees have an adequate base of skills and knowledge to be an
effective ‘launching pad’ for adapting to change.  This should include not only factual and
procedural knowledge and skills, but also strategic, people and dispositional skills and knowledge
– it is particularly important to include instruction in the ‘thinking or metacognitive’ skills of
reflection, interpretation and analysis.
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Options for education policy and decision makers
Self-focused or reflective options
1. Sponsor curriculum models and learning approaches that encourage the development of critical
thinking and reflective analysis as part of student's approaches to lifelong learning, particularly in the
context of preparing young people for a life of on-going change.
2. Use teacher training and professional development schemes to assist teachers and trainers to better
appreciate the value of self-focused and reflective approaches to knowing and learning.
3. Encourage and fund more research into curriculum approaches and teaching / learning strategies
that incorporate critical thinking and reflective approaches to learning.
People focused or collaborative options
4. Seek to move away from highly utilitarian, individualistic, merit-based systems of learning and
assessment to systems that incorporate more collaborative, communicative and reflective
approaches.
5. Encourage tertiary institutions to instruct teachers/trainers through teacher training and staff
development in the benefits to students / trainees of collaboration, networking and communication
for both immediate learning as well as dealing with future change in their lives.
6. Encourage and fund more research into curriculum approaches and teaching / learning strategies
that incorporate collaborative and communicative approaches to learning.
Task focused or instrumental options
7. Ensure that school and post-school vocational curriculum incorporate elements that assist student /
trainees to develop and apply task-focused strategies for dealing with new situations and change,
including techniques for seeking, obtaining and reviewing information that helps them understand
the situation / change, and to systematically experiment in small steps to build up their base of
information.
8. Review curriculum and vocational competency standards to ensure that students and trainees in
their education and training programs develop an adequate base of skills and knowledge to act as
an effective ‘launching pad’ for adapting to change.  The curriculum and standards should focus not
only on factual and procedural knowledge and skills, but also relevant strategic, people and
dispositional skills and knowledge.  It is particularly important to include instruction in the ‘thinking or
metacognitive’ skills of reflection, interpretation and analysis.
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APPENDIX 10
TIMELINE  FOR  THE  RESEARCH  PROJECT
1. Pre-Colloquium Timeline   (Jan. 1997 to Sept. 1997)
2. Post Colloquium Timeline   (Sept. 1997 to Aug. 1999)
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Pre-Colloquium Timeline
1997
Preparation, editing and publishing /  presentation of  papers on topics relevant  to the research problem
Detailed planning of the Progress Schedule from
the Colloquium to the submission of the thesis
Preparation and
editing of proposal
Preliminary discussions with
industry contacts re participation
in research
Review of the literature related to research topic
Attendance at Higher
Degree Summer
School  Feb 1997
Development of Internet resources and
skills for electronic information searches
Contextualising the problem (preliminary studies at three sites)
Defining the problem
Start
Jan
‘97
Development of preliminary
Reference List
Review of the literature related to research methodology
KEY
Pre-Colloquium
Activities
(not to scale)
Colloquium
Contact with supervisors by phone, email or in person (at least one contact per month)
Submission
of Proposal
Presentation
of
Proposal
to
Colloquium
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Post-Colloquium Timeline
1997 1998 1999
Further preparation, editing and publishing /  presentation of  papers on topics relevant  to the research problem
Development / selection/trialing
of data collection instruments
Planning of fieldwork including
negotiation of access and information release
Presentation
of
proposal
to
Colloquium Fulfilment of DeakinUniversity Ethics
Committee
requirements
Fieldwork
Data collection
Analysis of collected data
Participant validation
of interpretations
Writing up of thesis
Editing of thesis
Submission of
thesis
KEY
Post-Colloquium
Activities
(not to scale)
Colloquium
Contact with supervisors by phone, email or in person (at least one contact per month)
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